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Service and Support Portal User Guide - Part 1: Administrator Functions
The My Aged Care Service and Support Portal User Guide – Part One (User Guide) outlines how Commonwealth-funded service providers (providers) set up and maintain the My Aged Care Service and Support Portal (Portal) for your organisation.
The User Guide is split into two parts as follows:
Part One (this document) provides an overview of the Portal and describes the functions an Administrator can perform.
Part Two provides an overview of the Portal and describes the functions that a Team Leader or Staff Member can perform.
This guide does not cover:
· Detailed instructions on how to set up organisations in the Relationship Authorisation Manager, which can be found on the RAM website.
· Detailed instructions on how portal users obtain a myID (which can be found in the user guide Logging in to the Aged Care Systems.
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The Service and Support Portal is used to:
Manage information about the services you provide. 
Manage referrals for service(s) issued by My Aged Care contact centre staff or aged care needs assessors (assessors) by accepting, rejecting, or placing on a waitlist.
Update client records with information about services being delivered.
Request that an assessor undertakes a Support Plan Review for a client.
Report Serious Incident Response Scheme (SIRS) Priority 1 and Priority 2 incidents in residential, in-home, and Support at Home aged care services.  
Generate reports.
Manage residential client classifications, reassessments, reconsiderations, and palliative care administration. 
Administering Specialisation Verifications.
To access the Service and Support portal, each administrator must have a My Aged Care portal user account linked to a supported third-party authentication service. For more information regarding setting up users and logging into the system please refer to Logging in to the Aged Care Systems.
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The person nominated as the Organisation Administrator needs to be the first person from your organisation to log in to the Portal. Refer to Logging in to the Aged Care Systems for more information.
The Organisation Administrator will be responsible for assigning roles to other staff; this can include assigning other staff the administrator role to help set up and maintain information about your organisation in the Portal. Roles should be assigned in accordance with the duties the person performs within your organisation.
Service information is publicly displayed in the My Aged Care Find a Provider tool on the My Aged Care website and the Find a Service tool within the Assessor and Staff portals. 
My Aged Care contact centre staff and assessors use this service information to send referrals. Potential My Aged Care recipients and their support network use this service information to research and access services.
It is the Administrator’s responsibility to set up and maintain this information to ensure accurate referrals.
	!
	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 Portal. It includes both client-focussed and organisation-focussed tasks.
	Client Focussed Key Functions
	Organisation Administrator
	Outlet Administrator
	Team Leader
	Staff Member

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

	View client records 
(for referred clients)
	
	
	ü
	ü

	View referrals
	
	
	ü
	ü

	Accept, reject, and revoke referrals
	
	
	ü
	

	View tasks and notifications
	ü
	ü
	ü
	ü

	Manage organisation preferences
for tasks and notifications
	ü
	
	
	

	Manage outlet preferences for
tasks and notifications
	ü
	ü
	
	

	View My Aged Care interactions
	ü
	ü
	ü
	ü

	Add client service information
	
	
	ü
	ü

	Transfer clients between services (Currently Disabled)
	ü
	
	
	

	Submit notifications under the
Serious Incident Response Scheme
	ü
	ü
	ü
	ü
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	Organisation Focussed Key Functions
	Organisation Administrator
	Outlet Administrator

	Request change to contractual information
	ü
	ü

	Add outlets
	ü
	

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

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

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

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

	Apply for specialisation verification
	ü
	ü

	Manage and view verified specialisations information 
	ü
	ü
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Administrators at an Organisation level can view and manage information for the entire organisation in the Service and Support Portal. Administrators for one or more outlet(s) in the organisation (Outlet level) will only be able to view and manage information for the outlet(s) they have been assigned.
If you log in to the Service and Support Portal as an Administrator, you can view Tasks and notifications, My Aged Care interactions, Reports and Documents, Outlet administration, SIRS Notice, Government Provider Management System and Staff administration tiles on your homepage.
[image: Image of the Service and Support Portal administrator home page]
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People assigned the Team Leader role in the Service and Support Portal have the same functions as the Staff Member role but are also responsible for managing referrals for service(s).
If you log in to the Service and Support Portal as a Team Leader, you can view Service referrals, Find a client, Tasks and notifications, My Aged Care interactions, Reports and Documents, Retrieve a referral code, SIRS Notice, and Government Provider Management System tiles on your homepage.
[image: Image of the Service and Support Portal team leader home page]
If you do not have access to the SIRS notice tile, your Administrator for Service and Support Portal can add the SIRS role to your staff profile.
For information on how to add the serious incident report tile for staff members please refer to the guide on How to use the Serious Incident Response Scheme Portal.
[bookmark: _Toc127862029][bookmark: _Toc242442532]Staff Member homepage
People assigned the Staff Member role in the Service and Support Portal are responsible for adding and updating client service information in the client record.
If you log in to the Service and Support Portal as a Staff Member, you can view Service referrals, Find a client, Review requests, Tasks and notifications, My Aged Care interactions, Government Provider Management System and Reports and documents.
If you do not have access to the SIRS Notice tile, your Administrator for the Portal can add the SIRS role to your staff profile.
For information on how to add the SIRS Notice tile for staff members please refer to the guide on How to use the Serious Incident Response Scheme Portal. 
If you have been assigned the SIRS role by your Organisation Administrator, you will have access to a SIRS Notice tile.
[image: Image of the Service and Support Portal staff member home page]
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If you log in to the Service and Support Portal as a user with Administrator, Team Leader, and/or Staff Member roles, you can view the functions for all your roles on the homepage.
[image: Example of Service and Support Portal home page for a person with multiple roles]
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Administrators will need to set up at least one outlet in the Service and Support Portal before they can add their organisation’s service information such as service items. Administrators can choose how to set up service(s) in the Portal: either all under one outlet or under multiple outlets.
Each outlet you set up can have different staff, service information, locations, and contact details recorded. Ideally, outlets should be established based on distinct delivery areas to manage client intake effectively and avoid overlapping delivery areas between outlets to prevent confusion and duplication of services. Refer to the user guide on Create service delivery outlets and add service information for further information about outlets. 
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Administrators need to set up outlets in the Portal before service information can be added. When you create an outlet, the status is set to Inactive by default. You must activate the outlet and create service items in an outlet before it can be made operational.
1. From the Outlet administration page, select ADD NEW OUTLET.
[image: Image of the Outlet Administration Page for an example organisation. The Add New Outlet button is underneath the heading for the number of outlets, on the left side of the page]
2. Enter outlet details. 
3. To add an outlet address, select ADD OUTLET ADDRESS.
[image: Image of the Add Outlet Page. Asks for the outlet name, and the outlet address. The 'Add Outlet Address' button is highlighted. ]
4. Fill out your address details, then select VALIDATE THIS ADDRESS.
[image: Inage of the Add address screen with the validate this address button highlighted.]


5. Confirm that the address is displayed correctly, then select SAVE ADDRESS.
If the address has been entered correctly but is not returned as a result, select Not found use entered address anyway.
[image: Image of the add outlet screen with the Save address button highlighted.]
6. Complete the remaining fields. Select CREATE OUTLET to save the record and create the outlet.
[image: Image of the add of the Add outlet screen with the create outlet button highlighted.]
The outlet has now been created and the details for the outlet have been saved. Repeat this process for remaining outlets, if required.
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To view outlets, follow the procedure below.
1. Select Outlet administration from the homepage.
[image: Image of the Service and Support Portal, with Outlet Administration tile highlighted]
2. From here, you can view all of the outlets for your organisation.
[image: Image of the Outlet Administration page showing an example organisation and its outlets]
3. You can sort and filter your outlets by outlet name, outlet status, support type, or verified specialisation, 
[image: Outlet administration page showing outlet's contact details, organisational philosophy and a filter
the filter shows Outlet name, outlet status, support type and Verified Specialisation drop downs]
When you expand an outlet tile, any current verified specialisations for that outlet appear in a list.
[image: Example outlet card with outlet ID, contact, phone, email, website, list of verified specifications and Status]
[bookmark: _2.1.3_Editing_the][bookmark: _Editing_the_Organisation][bookmark: _Toc127862035][bookmark: _Toc242442537]Editing the Organisation philosophy
Organisation philosophy attributes and other specialisations will be shown in the service finder results and displayed as part of the detailed information for each of your services. These attributes and specialisations are not verified by the Department.
[bookmark: _Toc242442538]Add/edit cultural specialisations
1. In the View Outlet page, select the Edit icon [image: ] next to Cultural specialisations to select those groups that you have a focus on providing culturally specific care to.
[image: Example outlet in the View Outlet page. The Cultural specialisations section is at the left side of the page underneath the heading 'Organisation Philosophy']
You can choose to apply this to all services in your organisation by using the SAVE AND APPLY TO ALL OUTLETS option or save as a default for all new services added by using the SAVE AND DON’T APPLY TO ALL OUTLETS option.
[image: Image of the  Cultural Specialisations pop up. 
A list of most selected cultures are at the top, followed by an alphabetical listing of all cultures. 
At the bottom there are 3 buttons: Save and apply to all outlets, Save and don't apply to all outlets, and Cancel]


[bookmark: _Toc242442539]Add/edit religious specialisations
1. Select the edit icon[image: ] next to Religious specialisations to indicate if you have a focus on delivering care that aligns with particular religious needs or values.
[image: Image of the View Outlet Page showing an example outlet. The Religious specialisations section is at the left side of the screen under the Organisation Philosophy section.]
You can choose to apply this to all current services in your organisation by using the SAVE AND APPLY TO ALL OUTLETS option or save as a default for all new services added by using the SAVE AND DON’T APPLY TO ALL OUTLETS option.
[image: Image of the  Religious Specialisations pop up. 
A list of most selected religions are at the top, followed by an alphabetical listing of all religions.
At the bottom there are 3 buttons: Save and apply to all outlets, Save and don't apply to all outlets, and Cancel]


[bookmark: _Diverse_Needs_Specialisations][bookmark: _Specialisation_Verification_and][bookmark: _Toc242442540][bookmark: _Toc127862037]Specialisation Verification 
All aged care service providers must deliver inclusive services that meet each person's individual needs, regardless of where they live, their background, or their life experiences.
Some providers choose to offer specialised aged care services tailored to the needs of specific groups or communities. Through Specialisation Verification, providers can formally demonstrate their expertise in supporting these groups. 
While all providers must meet the Aged Care Quality Standards, Specialisation Verification is optional. It allows providers to show they have additional expertise in delivering specialised aged care services.
To become verified, a provider must show that their service outlet meets the requirements of the 2025 Specialisation Verification Framework for a specific specialisation group or community. Providers do this by submitting evidence to support their application.
A service outlet can be verified in any of the nine specialisation areas:
Aboriginal and Torres Strait Islander persons, including the Stolen Generations
Veterans or war widows
People from culturally, ethnically, and linguistically diverse (CALD) backgrounds
People who are financially or socially disadvantaged
People who are experiencing homelessness or at risk of experiencing homelessness
Parents and children who are separated by forced adoption or removal
Care leavers, including Forgotten Australians and former child migrants placed in out of home care
Lesbian, gay, bisexual, trans/transgender or intersex or have other sexual orientations or are gender diverse or bodily diverse
People who live in rural, remote, or very remote areas.
Outlets with current verified specialisations appear in Service Finder and Match and Refer. This helps assessors and My Aged Care contact centre staff find services that meet an older person's specific needs.
Current verified specialisations also appear in the Find a Provider tool on the My Aged Care website. This helps older people and their support network find, compare and choose suitable aged care services.
A Specialisation Verification remains valid for three years from the date of issue unless it is removed or renewed earlier.
Verification is applied at the outlet level. Any service items linked to that outlet automatically inherit the verified specialisation.
When an outlet has one or more current verified specialisations, the View Outlet page displays the specialisation name, verification date and expiry date. The image below shows an outlet that does not have any current verified specialisations:
[image: Example View Outlet page for an outlet. It shows address, organisation philosophy, contact details, support at home pricing (optional), and Current Specialisation Verifications, with text "There are no current specialisation verifications to display"]
Once an outlet has at least one current verified specialisation, the View Outlet page displays the specialisation name, verification date and validity period.
[image: A close up of the Current Specialisation Verifications section of the View Outlet page, showing name of specialisation, verification date, valid from date, valid to date.]
Providers may have current verified specialisations that were assessed under the 2022 Specialisation Verification Framework. These specialisations will continue to appear alongside any current verified specialisations assessed under the 2025 Specialisation Verification Framework. All displayed specialisations use a consistent naming convention regardless of the framework they were assessed under, shown below as the ‘Displayed Specialisation Name’:
	2022 Specialisation Verification Framework – Specialisation Name
	2025 Specialisation Verification Framework – Specialisation Name
	Displayed Specialisation Name

	Aboriginal and Torres Strait Islander peoples and communities
	Aboriginal and Torres Strait Islander persons, including Stolen Generations
	Aboriginal and Torres Strait Islander persons, including Stolen Generations

	Veterans
	Veterans or war widows
	Veterans or war widows

	People from culturally and linguistically diverse (CALD) backgrounds
	People from culturally, ethnically and linguistically diverse (CALD) backgrounds
	People from culturally, ethnically and linguistically diverse (CALD) backgrounds

	People who are financially or socially disadvantaged
	People who are financially or socially disadvantaged
	People who are financially or socially disadvantaged

	People who are homeless or at risk of becoming homeless
	People who are experiencing homelessness or at risk of experiencing homelessness
	People who are experiencing homelessness or at risk of experiencing homelessness

	Parents separated from children by forced adoption/removal
	Parents and children who are separated by forced adoption or removal 
	Parents and children who are separated by forced adoption or removal 

	Care leavers
	Care leavers, including Forgotten Australians and former child migrants placed in out of home care
	Care leavers, including Forgotten Australians and former child migrants placed in out of home care

	Lesbian, gay, bisexual, transgender and intersex (LGBTI) people
	Lesbian, gay, bisexual, trans/transgender or intersex or other sexual orientations or are gender diverse or bodily diverse 
	Lesbian, gay, bisexual, trans/transgender or intersex or other sexual orientations or are gender diverse or bodily diverse 

	People who live in rural or remote areas
	People who live in rural, remote or very remote areas
	People who live in rural, remote or very remote areas


	!
	From 1 November 2025, all new Specialisation Verification applications are assessed under the 2025 Specialisation Verification Framework.
When you transfer a service item to another outlet, the Portal removes any verified specialisations inherited from the original outlet. The transferred service item then automatically inherits any current verified specialisations assigned to the new outlet.


For more information about eligibility, evidence requirements and the application process, visit the Specialisation Verification for aged care services website.
To manage verified specialisations for service items within an outlet, refer to Specialisation Verification in the Creating and maintaining service items section.
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Current verified specialisations automatically apply to all operational and offline service items within an outlet. You cannot add, remove, or edit specialisations at the individual service item level.
If an outlet has verified specialisations approved under the 2022 Specialisation Verification Framework and those specialisations remain current, the system automatically applies them to all operational and offline service items in the outlet.
When you add a new service item, the system automatically applies all current verified specialisations. By making the service item operational, you confirm that the outlet can meet the relevant criteria for those specialisations when delivering services.
Message after adding a new service item in an outlet with a verified specialisation
[image: Green banner: 'This outlet is verified for the following specialisation(s). By adding a service item to this outlet, once this service is made operational, you agree to comply with the verified specialisation criteria of a Specialisation: [Example specialisation]']
[bookmark: _Manage_specialisation_verifications][bookmark: _Toc242442542]Manage specialisation verifications for the outlet
1. Select your outlet from the Outlet Administration page.
2. Go to Manage Verifications.
3. The Manage Specialisation Verifications page opens. This page allows you to:
· Lodge a new application to be assessed by the department.
· View and manage application(s) submitted
· View finalised applications 
[bookmark: _Toc242442543]Managing applications
You can manage specialisation applications from the Manage Specialisation Verifications page ‘Applications’ tab to:
· View draft, in-progress and re-issued applications.
· Delete draft applications by selecting the Delete [image: Delete icon (rubbish bin inside a red circle)] icon at the top right corner of the application’s card. Deleting a draft application will remove it from your Applications in progress view.
· Withdraw submitted applications by selecting the Delete [image: Delete icon (rubbish bin inside a red circle)] icon at the top right corner of the application’s card. Withdrawing an application will remove it from your Applications in progress view and display it in the Finalised applications view.
· View and filter finalised and withdrawn applications.
· View a read only version of your finalised or withdrawn applications.
[image: Manage Specialisation Verifications page for an example outlet, shows:
1. Lodge a New Application section and button
2. Applications tab highlighted, and Verifications tab
3. Applications in Progress section, with 2 example application cards
4. Finalised Applications section with filter]
[bookmark: _Toc238138736][bookmark: _Toc238138864][bookmark: _Toc242357135][bookmark: _Toc238138737][bookmark: _Toc238138865][bookmark: _Toc242357136][bookmark: _Toc238138738][bookmark: _Toc238138866][bookmark: _Toc242357137][bookmark: _Submitting_a_new][bookmark: _Toc242442544]Managing verifications
You can view current specialisation verifications from an outlet card or manage all verifications from the Manage Specialisation Verifications page ‘Verifications’ tab.
1. In Outlet Administration, open the outlet card and select the Expand (double arrows) icon next to Verified Specialisation(s).
[image: Outlet Administration page showing outlet cards each with a Verified Specialisation(s) section that can be expanded.]
2. The outlet card displays current verified specialisations for that outlet. If no current verifications exist, the card shows ‘No current specialisation verifications for this outlet’.
[image: Example outlet cards with the expanded Verified Specialisation(s) section.
One card has a green tick next to the verified specialisation 
One card has a red cross next to thte text 'No current specialisation verifications for this outlet'.]


3. Select the outlet card to open the outlet details, then select ‘Manage Verifications’ to open the Manage Specialisation Verifications page. Then select the Verifications tab to view all verified specialisation details.
This page shows the details of each specialisation assessed as verified, including its status and validity dates.
[image: Manage Specialisation Verifications page showing the Verifications tab, with a filter section that allows selecting the Specialisation filter, and a List of verified specialisations. Each has an Application ID, finalised date, valid from date, valid to date, status, and a Delete icon if applicable]
4. To filter the list, select the Expand icon. You can filter by specialisation, application ID, and validation ‘from’ and ‘to’ dates. Select FILTER to apply your chosen filters.
[image: Close up of the Filter By section of the Manage Specialisation Verifications page. This shows a Specialisation as a filter ('People who live in rural, remote or very remote areas'). The Filter button is highlighted, at the bottom left of the section]
5. To remove a specialisation, select the Delete [image: Delete icon (rubbish bin inside a red circle)] icon. You can remove specialisations with a status of Current or Expiring Soon.
[image: The bottom section of the Manage Specialisation Verifications page, showing a list of specialisations that an outlet has, the application ID, finalised date, valid from date, valid to date, status, and Delete icon under Actions column (if applicable)]
6. Select REMOVE to confirm. Once you remove a specialisation, you cannot restore it. To regain the specialisation, you must submit a new application and complete the verification process again.

This action will remove the specialisation details from the internal Find a Service Provider and Match and Refer search tools as well as the My Aged Care Website Find a Provider tool.
[image: Remove Specialisation pop up
'Are you sure you want to remove [Specialisation name]? Once removed, it cannot be reinstated and you will need to reapply to be verified again'
The Remove button is highlighted]
[bookmark: _Submitting_a_new_1][bookmark: _Toc242442545]Submitting a new application
1. Go to your outlet from the Outlet Administration Page.
2. Select Manage Verifications located at the bottom left of the page.
[image: Close up of the Current Specialisation Verifications section. The Manage Verifications button is highlighted.]
3. Select LODGE A NEW APPLICATION.
[image: Manage Specialisation Verifications page of an outlet.
The Lodge a New Application button is highlighted, underneath the Lodge A New Application section (underneath the heading).]
4. The Step 01 Information page explains how to complete your application. It includes links to information about the Specialisation Verification program and the Specialisation Verification Framework. It also explains how the department collects, uses and protects your personal information.
5. Select Next to continue.
 [image: Verification of Specialisations Application Form, Page 01 'Information'. ]
The Step 02 Choose specialisation page displays.
This page shows the outlet's current verification status for each specialisation, such as Current or Not Verified.
6. Select the radio button for the specialisation you want to apply for, then select Next to continue.

You can apply for one or more specialisation categories for an outlet. However, you must submit a separate application for each specialisation.
Note: you cannot select a specialisation with the status of Draft or Verification In progress as an application for this specialisation has already commenced.  
[image: Verification of Specialisations Application Form, Page 02 'Choose Specialisations'. This shows a truncated top page showing a specialisation with its radio button selected]
If you select a specialisation that already has a Current verification status, such as when you want to renew an existing verification, the system displays the following information:
‘You currently have an active verification for this Specialisation category. Once this application is finalised, the previous verification will end, and the new verification will be applied. If your application is unsuccessful, your outlet will no longer hold an active Specialisation for this category. Any changes will be reflected on your My Aged Care profile. You can withdraw this application prior to submission for assessment with no impact to your active Specialisation for this category.’ 
You can still select NEXT to continue.
[image: Verification of Specialisations Application Form, Page 02 'Choose Specialisations'. This is a close up of one specialisation with Current status and radio button checked. Information banner underneath: 'You currently have an active verification for this specialisation category. Once this application is finalised, the previous verification will end, and the new verification will be applied. If your application is unsuccessful, your outlet will no longer hold an active specialisation for this category. Any changes will be reflected on your My Aged Care profile. You can withdraw this application prior to submission for assessment with no impact to your active specialisation for this category'. ]
7. The Step 03 Application page displays. This page outlines the evidence you must provide to support your application for the selected specialisation.
[image: Verification of Specialisations Application Form, Page 03 'Application'. This page shows the application details to download the specialisation evidence form and to upload completed form and supporting evidence, for an example chosen specialisation ('People from culturally, ethnically and linguistically diverse (CALD) backgrounds').]
	!
	If you need to take any action, the system displays instructions at the top of the page as an information banner or error message.
Below are examples of an information banner and error message:
· This example shows an information banner to guide selection of ‘one’ specialisation per application.
[image: Image of an error message to guide selection of ‘one’ specialisation per application.] 
· This example shows an error message, produced when the criterion selection does not meet the minimum requirements.  Selection of ‘Return to Step 3’ sends the provider back to this step to make the necessary updates.
[image: Image which shows an error message, produced when the criterion selection does not meet the minimum requirements.  Selection of ‘Return to Step 3’ sends the provider back to this step to make the necessary updates.]


a) Select DOWNLOAD FORM to download the evidence form. Complete and save the form before you continue.
[image: Step 1: download specialisation evidence form
In order to apply to have your claim of providing specialised care verified by the department, you will need to download and complete the [Chosen Specialisation] Specialisation Evidence Form
[DOWNLOAD FORM button]]
b) Select PROVIDE EVIDENCE to commence the upload of the completed evidence form and any supporting documents for your criteria selections. The evidence requirements vary by specialisation. Follow the on-screen instructions for each selection to determine if you need to upload documents. For example, the People from culturally, ethnically and linguistically diverse (CALD) backgrounds specialisation requires selection of  at least four Tier 2 criteria. Dependent on the Tier 2 criteria selected, this may mean at least 4 documents, (one document per criterion) is required, plus the specialisation evidence form.
[image: Step 2: upload completed form and supporting evidence
Upload a completed [Chosen Specialisation] Specialisation Evidence Form. 
You must also select the criteria that you meet for this specialisation and provide the requested supporting evidence. For this specialisation you must meet [For example - 4 of the Tier 2 Criteria]
[PROVIDE EVIDENCE button]]
c) Upload your documents, one at a time.
Upload the Specialisation Evidence Form from Step A by selecting ‘Specialisation Evidence Form’ in the drop-down list, select ‘Choose Files to upload the document. Select SUBMIT to continue.
Then, select the relevant criterion item from the drop-down list, select ‘Choose Files’ to upload one or more documents.  Select SUBMIT to continue.  Repeat for each criterion you wish to be assessed against.
All documents must be in PDF format, not exceed 10 MB in size and have a filename that does not exceed 135 characters in length. 
SPECIALISATION EVIDENCE FORM - CALD EXAMPLE
[image: Evidence of Specialisation pop up
This shows the 'Select evidence form or criterion you wish to be assessed against' dropdown has the CALD specialisation selected. 
The Evidence Documents section: 'Documents must be in PDF file format and must not exceed 10MB in size. Document names must not exceed 135 characters in length.' The Choose Files button and the Submit button are highlighted]
CALD Tier 2 Criterion Example
[image: Evidence of Specialisation pop up
This shows the 'Select evidence form or criterion you wish to be assessed against' dropdown has the 'Tier 2 Criterion 1' selected [As an example].
The Evidence Documents section: 'Documents must be in PDF file format and must not exceed 10MB in size. Document names must not exceed 135 characters in length.' The Choose Files button and the Submit button are highlighted]
d) After you upload a document, the page displays the document name and document type. Select the expand icon to view more information about the related evidence criterion. 
You can also:
· remove the uploaded document.
· remove the entire section.
The warning message ‘You have not met the minimum criterion requirements’ remains visible until you upload the necessary evidence documents to meet the requirements.
	!
	If all required evidence is not included, an error message will be displayed at the end of the application process, requiring action before the application can be submitted for assessment.


 [image: Close up of the Verification of Specialisations Application Form, Page 03 'Application'. It shows:
1. Warning message 'You have not met the minimum criterion requirements'.  2. uploaded evidence documents, their hyperlinks and Delete icons]
e) If needed, enter any extra information in the Additional Information field.
f) Select NEXT to continue.
[image: Close up of the Verification of Specialisations Application Form, Page 03 'Application', showing the bottom of the page - 'Additional Information: use this selection to communicate any additional information to support your application to the department.'
Also showing the CLOSE, SAVE, PREVIOUS, and NEXT buttons]
8. The Step 04: Service Items Applied to Specialisation page opens.
If the department approves your application, the specialisation applies across all program type Operational and Offline service items linked to the parent outlet. The page displays these service items on the right-hand side. (If you add a new service item to this outlet later, the system will automatically apply all current verified specialisations of the parent outlet to that service item.)
This page shows:
· The program types linked to the outlet, such as Support at Home and the Commonwealth Home Support Programme (CHSP) and Residential Care.
· The service items available under each non-Support at Home program type , such as Social Support Individual, and Meals.
· A single service item called ‘Support at Home’ for Support at Home program type.
· The NAPS Service ID for each service item.
· The name of each service item.
9. Select the expand icon to view more details about a program type and its service items.
10. Select NEXT to continue.
[image: Verification of Specialisations Application Form, Page 04 'Service items applied to specialisation'. It shows a list of which outlet service items that the particular specialisation is linked to, with a expand icon to the left of each service item.]
11. The Step 05: Declaration page opens.
12. Read the declaration. If you agree with it, select the checkbox next to your name to confirm that you meet the requirements and accept the terms and conditions.
13. Select SUBMIT to submit your application.
[image: Verification of Specialisations Application Form, Page 05 'Declaration'. The Tickbox next to the declaration 'I, [Applicant's Name' is ticked. The Submit button is highlighted, located at the bottom right of the page.]
This image shows an example of an error message that may appear. Follow the instructions provided in the error message to resolve the issue, then select SUBMIT to continue.
[image: Error message
'Step 03: Application
You have not met the minimum criterion requirements in Step 3 of the application'. 
There is a 'Return to Step 3' button]
14. Your application will appear in the Manage specialisation verifications page under the ‘Applications’ tab.
[image: Close up of the Manage Specialisation Verification page, showing a Application  card with a Submitted status]
[bookmark: _Toc237441974][bookmark: _Toc237506888][bookmark: _Toc237507003][bookmark: _Toc237874688][bookmark: _Toc238138747][bookmark: _Toc238138875][bookmark: _Toc242357146][bookmark: _Toc237441981][bookmark: _Toc237506889][bookmark: _Toc237507004][bookmark: _Toc237874689][bookmark: _Toc238138748][bookmark: _Toc238138876][bookmark: _Toc242442546]Reissued applications 
The department may re-issue an application if you need to provide additional information or evidence to support your selected specialisation. The application displays in the Applications tab with a status of Reissued.
You need to update and resubmit a reissued application within 10 Business days.  
To update and resubmit a re-issued application:
1. Go to your outlet from the Outlet Administration Page.
2. Select Manage Verifications located at the bottom left of the page. 
[image: Close up of the Current Specialisation Verifications section. The Manage Verifications button is highlighted.]
3. Select the Applications tab, all applications in progress will be displayed. For a Reissued application, an information banner will display that shows a countdown of the 10 business days remaining to update the specialisation.
[image: Close up of the Manage Specialisation Verification page, showing a Application  card with an information banner showing a countdown of the 10 business days remaining to update the specialisation.]
If the application is not resubmitted during this period, the information banner will display an ‘overdue’ status message.  
 [image: Close up of the Manage Specialisation Verification page, showing a Application  card with an information banner showing a an overdue message.]
4. Select the Reissued application. 
5. The Step 01 Information page displays. Review the information, then select NEXT.
6. The Step 03 Application page displays. 
An information banner will display at the top of this page, with a countdown of days remaining to update the specialisation.  
[image: Application information banner displaying the countdown of days remaining to update the specialisation.  ]
Where action is not taken within the allocated time, the information banner message will update and display the number of days the application resubmission is overdue.
[image: Application information banner displaying the number of days the application resubmission is overdue. ]
7. Review the assessor’s instructions and provide the requested evidence.
[image: View of the Specialisation Verification application assessor’s instructions to complete the form and provide requested evidence.]
For instructions on providing and uploading evidence, refer to section 3.4.5 Submitting a new application.

8. If needed, enter any extra information in the Additional Information field. Select NEXT to continue.
9. The Step 04 Service Items Applied to Specialisation page displays all operational and offline service items linked to the parent outlet. Review the service item information, then select NEXT.
10. The Step 05 Declaration page displays. Read the declaration. If you agree with it, select the checkbox next to your name to confirm that you meet the requirements and accept the terms and conditions.
11. Read the declaration. If you agree with it, select the checkbox next to your name to confirm that you meet the requirements and accept the terms and conditions.
12. Select SUBMIT to resubmit your application.  The application will display in the Applications tab Applications in progress view with a status of Submitted.
[bookmark: _Toc242357148][bookmark: _Toc209107168][bookmark: _Toc209107238][bookmark: _Toc209112586][bookmark: _Toc209107169][bookmark: _Toc209107239][bookmark: _Toc209112587][bookmark: _Toc209107170][bookmark: _Toc209107240][bookmark: _Toc209112588][bookmark: _Viewing_applications][bookmark: _Toc242442547][bookmark: _Toc127862040]Viewing applications 
1. To view an application in progress, open the outlet’s Manage Specialisation Verifications page, go to the ‘Applications’ tab and select the application name.
[image: A screenshot of the 'Applications in progress' screen with the application IDs highlighted.]
2. If the application has been submitted and has a status of ‘Submitted’, ‘Awaiting assessment’, ‘Assessment In Progress’ or ‘Assessment finalised’, you can only view the Page 01: Information of the application, the other pages are not displayed. 

3. Select CLOSE to return to the Manage Specialisation Verifications page.
[image: A screenshot of the 'Verification of Specialisations Application form' status screen with the 'Submitted' status and 'Close' button highlighted.]
If your application is in Draft status, you can select PREVIOUS or NEXT to move through the application. You can complete the remaining steps to submit your application, including uploading evidence documents. However, you cannot change your specialisation – that page is greyed out.
4. Select SAVE to save your application. Select CLOSE to return to the Manage Specialisation Verifications page.
[image: A screenshot of the 'Verification of Specialisations Application form' status screen with the 'Draft' status, 'Specialisation for verification' selections and 'Close', 'Save', 'Previous' and 'Next' buttons highlighted.]
To view a finalised or withdrawn application, select View application. You can also expand the application to view the specialisation(s) included in the application and whether the verification was successful.
[image: A screenshot of the 'Finalised Applications' screen with the expand button and 'View Application' link highlighted.]
5. You can view all pages of your application. Select PREVIOUS or NEXT to move between pages.

Page 03: Application also shows whether your application was successful. You can also open and download your evidence documents from this page.
6. Select CLOSE to return to the Manage Specialisation Verifications page.
	!
	If you have any applications assessed during the off-system period between 1 November 2025 and 19 October 2026, Attachments submitted during this period will not be shown on Page 03: Application screen. Please email MACspecialisation@health.gov.au for copies.


[image: A screenshot of the 'Verification of Specialisations Application Form' status screen with the 'Application Finalised' status, 'Successful' notification and file link highlighted.]
	!
	Legacy Verified Specialisations and Applications

Providers that have completed (finalised or withdrawn) applications under the 2022 Specialisation Verification framework can view a read-only version of your application in this portal. The screen display will look different to the applications completed under the 2025 framework. The name of the verified specification/s will also display according to the 2022 Framework.
STEP 04 SCREEN OF THE 2022 FRAMEWORK
[image: A screenshot of the 'Services to apply specialisation' screen]


7. You can also filter applications. To filter the list, select the Expand icon. You can filter by specialisation, application date, and validity date. Select FILTER to apply your chosen filters.
[image: A screenshot of the 'Filter by' screen with the expand icon and filter button highlighted.]
[bookmark: _Toc242442548]Creating and maintaining service Items
Providers will need to create and maintain information about the aged care services that their organisation provides (known as service items in the Service and Support Portal) in order to receive referrals through My Aged Care.
Service items in general include:
· Service sub-types, for non-Support at Home programs
· Services, for Support at Home
· Service types, which are groupings of Support at Home services
· Service groups, which are groupings of Support at Home service types.
It is important that information about services that are provided are kept up to date as the information is publicly displayed for prospective My Aged Care recipients and their support network on the service finder on the My Aged Care website (www.myagedcare.gov.au), and used by My Aged Care contact centre staff and assessors to refer clients to service(s).
Services need to be linked to one or more of your outlets.
[bookmark: _Toc24391798][bookmark: _Toc24449830][bookmark: _Toc24449957][bookmark: _Toc24450041][bookmark: _Toc24450232][bookmark: _Toc24451171][bookmark: _Toc24451243][bookmark: _Toc24560860][bookmark: _Toc24561399][bookmark: _Toc24639404][bookmark: _Toc127862041][bookmark: _Toc242442549]Adding a service item
When adding a Support at Home service item, the system will add a complete set of service items (which includes Service Groups, Service Types and Services).
Normally there is no need to add more than one Support at Home service item for an outlet unless the organisation is offering Support at Home services in different manners from the same outlet. 
Please contact the contact centre to discuss if you are considering adding more than one instance of Support at Home service items.
Follow these steps to add a service item:
1. From the Outlet administration page, select the name of the outlet on the outlet card that you want to add a service item to. 
The View Outlet page then appears.
[image: Image of the view outlet page with an outlet highlighted]
2. From the View outlet page, select VIEW SERVICE ITEMS.
[image: A screenshot of the 'View outlet' screen with the 'View service items' button highlighted.]
3. From the View Service Items page, select the applicable Program tab.
[image: Screenshot of View service items  portal screen with Commonwealth Home Support Programme highlighted]
A list of the existing Service Items for that Program will be listed. The list will be filtered by the indicated criteria (e.g. Status of ‘Operational’ or ‘Offline’). Other filters are available.
4. Select the ADD A SERVICE ITEM button.
[image: View Service Items page. The 'Add a service item' button is at the top right.]
5. Select the Program for the service item that you wish to add.
[image: Add Service Item Page. Select the Program that applies to this service item (Choose from the drop down menu)]
Once the program is selected, the funding type will appear as Funded.
The option to change this selection is not available as all Commonwealth aged care program services must be approved and subsidised by the Australian government.
[image: Part of the Add Service Item Page. 
'Which of the following applies to this service item?'
'Funded' is selected as default.
'Non-funded' is greyed out and not selectable.]
6. Select a service inventory item to associate with the service item to be added.
Non-Support At Home Service Item Example
An example of a program where a longer list of possible service inventory items may be presented, and where filtering functionality may be used.
[image: Add service item

For funded services, select the service you want to add to your outlet by selecting the relevant service item and then Select 'Save'. You can refine the list of service items by entering details and using the 'Filter' function.]
Support at Home example
An example of a program where a short list of possible service inventory items may be presented, and where no filtering functionality is available.
[image: Screenshot of Add service item portal screen with short list of possible service inventory items for Support at Home]
The service (inventory) item name will normally provide guidance as to which one to select.
Select the one that you want to add to your outlet by selecting the relevant service inventory item.
In the example above, you will also need to supply a unique service item name before selecting the SAVE button (refer to step 8 below).
For Residential Care where a lengthy list of possible service inventory items may be presented, and where the application of one or more filters may reduce the number of possible selections, select the radio button at the beginning of the row to select the one to add.
Residential Care Example
[image: Screenshot of Add service item portal screen with short list of possible service inventory items for Residential Care service]
The added service item will inherit its name from the ‘service item name’ column value of the selected row.
7. Specify a unique service item name (for Support at Home). Specifying a meaningful Service Item Name will assist in distinguishing different service offerings from the same outlet. 
[image: Image of the Add Service Item page for a Support at Home service. Enter a unique name for the service under the 'Service item name' section.]


8. The service item will now display in the Outlet details page under Services.
[image: Screenshot of successfully adding a service item to an outlet.]
The new service will be listed with a status of Offline. 
A banner will also indicate that you have successfully added a service item to the outlet, and to remind you to Edit and Submit.
The status will need to be changed to Operational before it is displayed on the public service finder. Refer to Activating or deactivating a service item for more information.
	!
	If this service item belongs to an outlet that has one or more verified specialisations, you must comply with the requirements of those specialisation/s.


9. Once service items have been added to an outlet, you can filter the list of services under a specific program by status, service availability and waitlist availability.
[image: View Service Items page showing a Filter by operational services, and an Operational service underneath]


[bookmark: _Toc24391800][bookmark: _Toc24449832][bookmark: _Toc24449959][bookmark: _Toc24450043][bookmark: _Toc24450234][bookmark: _Toc24451173][bookmark: _Toc24451245][bookmark: _Toc24560862][bookmark: _Toc24561401][bookmark: _Toc24639406][bookmark: _Toc24391801][bookmark: _Toc24449833][bookmark: _Toc24449960][bookmark: _Toc24450044][bookmark: _Toc24450235][bookmark: _Toc24451174][bookmark: _Toc24451246][bookmark: _Toc24560863][bookmark: _Toc24561402][bookmark: _Toc24639407][bookmark: _Editing_a_service][bookmark: _Toc127862042][bookmark: _Toc242442550]Editing a service item
You can edit service item details, including:
· Service item name
· Service delivery area
· Specialised services (refer to Editing the Organisation Philosophy) 
· Promotional attachments (for residential facilities)
· Support at Home-specific attributes e.g. service-based pricing.
· Detailed description for the service item. 
Service information will be displayed on the Service Finder on the My Aged Care website. 
When you update this information, the changes will appear on the Service Finder by the next day.
Follow these steps to edit service information:
	!
	Only non-contractual information can be edited in the Service and Support Portal.


1. From the Outlet administration page, select the name of the outlet on the outlet card that you want to add a service item to. The View Outlet page then appears.
[image: Screenshot of Outlet Administration portal screen with outlet highlighted.]
2. From the View outlet page, select VIEW SERVICE ITEMS.
[image: A screenshot of the 'View outlet' screen with the 'View service items' button highlighted.]
3. Select the Edit (Pencil) icon which is located either next to the relevant service item,
or next to the Support at Home heading.
Support At Home Service Item Example
[image: Screenshot of view service items page and the Edit (Pencil) icon which is located either next to the relevant service item highlighted]
Non-Support At Home Service Item Example
[image: View Service Items page of a non Support at Home program. The Edit button located on the right of the program/service's name is highlighted]
4. The Service details page will display.
	!
	There are different options presented on a Support at Home service details page and a CHSP (Commonwealth Home Support Program) service details page.
Support at Home services are managed by delivery area. You can select multiple service types and items available within that area.
CHSP providers will remain limited to a single service type and ACPR (Aged Care Planning Region), based on contractual information for each service item.


[bookmark: _Toc114665571][bookmark: _Toc114665651]Make the required changes and select SAVE. 
Read-only information is contractual information and cannot be edited via the Service and Support Portal. Any additional service information can be added in the Service description free text field. 
This information will be displayed in the public service finder on the My Aged Care website to assist clients in selecting a provider.
[bookmark: _Toc127862043][bookmark: _Toc242442551][bookmark: _Hlk114835623][bookmark: _Hlk114835610]Editing availability and waitlists for a service
To indicate that a waitlist is offered for a service, you must ensure the waitlist availability status on the service item is set to Yes – to show that a waitlist is available, or No – to show that there is no waitlist.
1. From the Outlet administration page, select the name of the outlet on the outlet card that you want to add a service item to. Then from the View Outlet page, select View Service Items.
[image: A screenshot of the 'View outlet' screen with the 'View service items' button highlighted.]
2. [bookmark: _Hlk203567709]Select the relevant service/waitlist availability status (yes / no) by toggling the Yes | No switch. The location of the Yes | No switches will depend on the type of outlet and service chosen.
Support At Home Example
[image: Screenshot of an example Support at home service items.]
Use the expander icon to reveal the applicable service types for the service group; and services for the selected service type.
[image: Screenshot of applicable service types for the service group portal screen.]
	!
	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.


Non-Support At Home Example
[image: Screenshot of non-Support at Home applicable service types for the service group portal screen.]
[bookmark: _Toc127862044][bookmark: _Toc242442552]Editing service delivery area 
Information about the areas you deliver Commonwealth-funded services in (referred to as service delivery areas in the Service and Support Portal) are pre-populated, based on your contractual information. 
Service delivery areas can be edited for CHSP, Flexible Aged Care Program, Support at Home and Residential Care service items.
All providers (except residential care) must review their service delivery area information and edit if required. Remove selected suburbs from the ‘List of serviced suburbs’ if you do not deliver services in that location. Alternatively, use the ‘Remove all’ function to reconfigure your list of suburbs.
CHSP providers: Make sure Service Delivery information matches the ACPR where you are funded to provide services. Clearly list the postcodes and suburbs within that ACPR where you currently provide services. To keep this information accurate, organisation and outlet administrators should review the service delivery area(s) for each service to confirm that it reflects where services are actually delivered. This information is usually identified in CHSP funding agreements as Aged Care Planning Regions.
	!
	Service Delivery Area information and the Find a Provider Tool
Service Delivery Area and other information are publicly displayed in the Find a Provider tool, located in the aged care gateway portals and the My Aged Care website. This means:
· It impacts the referrals sent by contact centre staff and assessors
· It tells the client which services are available in their area
· It is required for location-based service searches.
You must ensure your service delivery area information are accurate.


Follow these steps to edit the service delivery area:
1. From the Outlet administration page, select the name of the outlet on the outlet card that you want to add a service item to. Then from the View Outlet page, select View Service Items.
[image: A screenshot of the View outlet screen with the 'Current Specialisation Verifications' section highlighted.]
2. On the View Service Items page, select the Edit icon next to the relevant service 
item, or next to the ‘Support at Home’ heading.
Non-Support At Home Example
[image: View Service Items page of a non Support at Home program. The Edit button located on the right of the program/service's name is highlighted]
Support At Home Example
[image: This screen displays detailed information about a specific service item requested or delivered under the Support at Home program. It supports aged care providers in tracking and managing individual service records efficiently.]
3. The Service details page will display. Select Edit (Pencil) next to the Service delivery area section.
Non-Support At Home Example
[image: Service Details page The Service Delivery Area section is at the middle of the page. The Edit button to the right of the Service Delivery area heading is highlighted]
For Support At Home, there are no suburbs listed.
Support At Home Example
[image: Support At Home Details page, of a SAH service. The Service delivery area section is at the middle of the page. Edit button is to the right of the heading. Text shows above the heading "Changes to the following information will apply to all support at home program services in this service item".]
4. The Edit service delivery details page will display.
[image: Screenshot of the Edit service delivery details with Delivery type options  highlighted.]
If prompted, select ‘At provider location’ for residential services, or select ‘At client location’ for non-residential services.
For Support at Home, this choice is hidden. By default, ‘At client location’ is selected.
Once selected, the choice cannot be changed without assistance from the Contact Centre.
5. Search for and Add suburbs.
[image: Screenshot of searching and adding suburb for a service item.]
Use the search dialogue to obtain a list of suburbs that match the specified search criteria.
Suburb Search Results List Example
[image: Screenshot of obtaining a list of suburbs that match the specified search criteria]
Select those suburbs which are to be added to the service delivery area.
6. Review suburb list and Save changes.
[image: Screenshot of reviewing list of suburbs with Save changes highlighted.]
[bookmark: _Toc242442553][bookmark: _Toc127862045]Specialisations
The Specialisations section contains Specialisation Verification, specialised services (if applicable), and languages. This is configured on the service item record. Service providers of all program types can identify their ability to provide aged care services that cater to these specialisations. 
[image: A screenshot of the Specialisations section.]
[bookmark: _Verified_Specialisations][bookmark: _Specialisations_Verification][bookmark: _Toc242442554]Specialisation Verification
This section shows two lists: specialisations that the outlet has applied for and were verified by the department under either the 2022 or 2025 Specialisation Verification Framework on the left-hand side, and specialisations that the provider can apply to have verified for the outlet on the right-hand side.
If there are no current verified specialisations to display, an information message appears.
You can only apply for, manage, or update Specialisation Verification at the outlet level. Changes are automatically applied to all Operational and Offline service items linked to that outlet, and the updated information displays in this section.
[image: A screenshot of the Specialisation Verification screen.]
[bookmark: _Toc242442555]Specialised Services
You can indicate that an outlet service item offers the following Specialised Services. 
Although these services are not verified like the verified specialisations section, you should only select those with specific measures in place which demonstrate your specialised service offering. 
[image: A screenshot of the Specialist Services check box list]
[bookmark: _Toc242442556]Languages
1. To indicate that services are being delivered in a language other than English, select the SELECT LANGUAGES AVAILABLE button.
[image: Screenshot of indicating that services are being delivered in a language other than English, select ‘Select Languages Available’]
1. Select one or more languages then select SAVE.
[image: Screenshot of the Supported languages pop up. Select one or more languages then select Save ]
1. The languages will be displayed. Select the Pencil (edit) icon to change languages.
[image: Screenshot of displayed languages]
[bookmark: _Toc242442557]Attaching promotional material
Residential Care providers can add promotional material to be displayed in the service finder. 
Promotional material content will not appear on the Service Finder until it has been reviewed and approved by the Department. Approval takes two business days. Once approved, the material will be visible on the Service Finder on the My Aged Care website.
Support at Home, Transition Care and Commonwealth Home Support Programme (CHSP) providers have the option to attach promotional material in the portal; however, this material will not display on the service finder. 
Follow these steps to attach promotional material (for example, photos, brochures, menus).
1. From the Outlet administration page, select the name of the outlet on the outlet card that you want to add a service item to. Then from the View Outlet page, select View Service Items.
[image: A screenshot of the 'View outlet' screen with the 'View service items' button highlighted.]
2. On the View Service Items page, select your program’s tab (e.g. Support at Home) and edit the relevant service item by selecting the Edit icon to the right of the service or program name.
Non-Support At Home Example
[image: View Service Items page of a non Support at Home program. The Edit button located on the right of the program/service's name is highlighted]


Support At Home Example
[image: This screen displays detailed information about a specific service item requested or delivered under the Support at Home program. It supports aged care providers in tracking and managing individual service records efficiently.  The Edit button located on the right of the program/service's name is highlighted]
3. The Service details page will display.
4. Scroll down to the Promotional section. 
5. Select Browse to find and attach your promotional material (file types supported include .jpg, .jpeg, .png, .pdf, .rtf, .doc and .docx) and select Save and Submit Requested Changes for Approval after entering information about the attachment. 
The Feature Photo option in the Type of the attachment dropdown will be the primary image displayed to users of the service finder.
[image: Screenshot of the Service details page Promotional section showing Select ‘Browse’ to find and attach your promotional material (file types supported include .jpg, .jpeg, .png, .pdf, .rtf, .doc and .docx) and select ‘Save and Submit Requested Changes for Approval’ after entering information about the attachment. ]


At the bottom of the screen, a confirmation will display, and a warning message will prompt you to submit the service item update to the Department for approval.
[image: On screen messages to remind user to submit to the Department for approval]
[bookmark: _Toc24391807][bookmark: _Toc24449839][bookmark: _Toc24449966][bookmark: _Toc24450050][bookmark: _Toc24450241][bookmark: _Toc24451180][bookmark: _Toc24451252][bookmark: _Toc24560869][bookmark: _Toc24561408][bookmark: _Toc24639413][bookmark: _Toc242442558][bookmark: _Toc127862046]Removing a service sub-type
Follow these steps to remove a service sub-type for a service item (for non-Support at Home services).
	!
	Support at Home services are pre-populated based on what the outlet or organisation is approved for (Provider registered category) and therefore cannot be deleted or removed from the Service and Support Portal.


1. At the Outlet Administration Tile, select the name of the outlet on the Outlet card you want to remove a service sub-type from. 
The View outlet page then appears. 
2. Select VIEW SERVICE ITEMS.
[image: Screenshot of the View Outlet screen with the View Service Items button highlighted]
3. Select the blue arrow next to See Sub-types under the service to see expanded service details.
[image: Screenshot of service sub types. Add/remove Subtypes. Select the blue arrow next to ‘See Sub-types’ under the service to see expanded service details. ]
4. Then select ADD/REMOVE SUBTYPES.
[image: Screenshot of Add/remove Subtypes. Then select ‘Add/Remove Subtypes’. ]
5. In the Add/Remove Subtypes box, deselect the service/s you want to remove from the service item and select SAVE. 
The service will then be removed, and information about the service will not display in the service finder. 
Note that when removing subtypes, there must be at least one service remaining.
[image: The Add/Remove Subtypes screen will then be displayed where you can select. Deselect the relevant sub types. Click 'Save'.]
[bookmark: _Toc242442559]Configuring service attributes
When you are configuring a service item, several attributes specific to the delivery of your particular service item will become available to select and display on the service finder. 

These include Specialisation Verification, Specialised Services and others mentioned in this section. They can be found in the Service Details page of the service item, or the Support At Home Details page of the Support at Home service.
[image: Partial screenshot of the Service Details page of a service listing. It shows service attribute sections such as service delivery area, specialisations, promotional, additional service information.]
[bookmark: _Toc242442560]Classifications
For Support at Home services, you can modify the Classification type for either Ongoing or Short-term for each service type. For example, you prefer to offer a particular service type on an ongoing support period basis only.
1. Navigate to the Support at Home service type that you want to edit the classification type for, by following the steps in Editing a service item. Then, select Edit (Pencil) next to the Classification Type.
[image: Example support at home service listing, showing the service group "assistive technology" followed by the service type "equipment and products". The Classification Type is located at the far right side of the listing.]
2. At the pop up, select Ongoing and/or Short-term and select SAVE.
[image: Equipment and Products pop up. Set Classification type - Ongoing, or Short Term.]
[bookmark: _Toc237506903][bookmark: _Toc237507018][bookmark: _Toc237874703][bookmark: _Toc238138763][bookmark: _Toc238138891][bookmark: _Toc242357163][bookmark: _Toc237506904][bookmark: _Toc237507019][bookmark: _Toc237874704][bookmark: _Toc238138764][bookmark: _Toc238138892][bookmark: _Toc242357164][bookmark: _Toc237506905][bookmark: _Toc237507020][bookmark: _Toc237874705][bookmark: _Toc238138765][bookmark: _Toc238138893][bookmark: _Toc242357165][bookmark: _Specialisation_Verification][bookmark: _Toc237506906][bookmark: _Toc237507021][bookmark: _Toc237874706][bookmark: _Toc238138766][bookmark: _Toc238138894][bookmark: _Toc242357166][bookmark: _Toc237506907][bookmark: _Toc237507022][bookmark: _Toc237874707][bookmark: _Toc238138767][bookmark: _Toc238138895][bookmark: _Toc242357167][bookmark: _Toc237506908][bookmark: _Toc237507023][bookmark: _Toc237874708][bookmark: _Toc238138768][bookmark: _Toc238138896][bookmark: _Toc242357168][bookmark: _Toc237506909][bookmark: _Toc237507024][bookmark: _Toc237874709][bookmark: _Toc238138769][bookmark: _Toc238138897][bookmark: _Toc242357169][bookmark: _Toc237506910][bookmark: _Toc237507025][bookmark: _Toc237874710][bookmark: _Toc238138770][bookmark: _Toc238138898][bookmark: _Toc242357170][bookmark: _Toc237506911][bookmark: _Toc237507026][bookmark: _Toc237874711][bookmark: _Toc238138771][bookmark: _Toc238138899][bookmark: _Toc242357171][bookmark: _Toc237506912][bookmark: _Toc237507027][bookmark: _Toc237874712][bookmark: _Toc238138772][bookmark: _Toc238138900][bookmark: _Toc242357172][bookmark: _Toc237506913][bookmark: _Toc237507028][bookmark: _Toc237874713][bookmark: _Toc238138773][bookmark: _Toc238138901][bookmark: _Toc242357173][bookmark: _Toc237506914][bookmark: _Toc237507029][bookmark: _Toc237874714][bookmark: _Toc238138774][bookmark: _Toc238138902][bookmark: _Toc242357174][bookmark: _Toc237506915][bookmark: _Toc237507030][bookmark: _Toc237874715][bookmark: _Toc238138775][bookmark: _Toc238138903][bookmark: _Toc242357175][bookmark: _Toc237506916][bookmark: _Toc237507031][bookmark: _Toc237874716][bookmark: _Toc238138776][bookmark: _Toc238138904][bookmark: _Toc242357176][bookmark: _Toc237441993][bookmark: _Toc237506921][bookmark: _Toc237507036][bookmark: _Toc237874721][bookmark: _Toc238138781][bookmark: _Toc238138909][bookmark: _Toc242357181][bookmark: _Toc237441994][bookmark: _Toc237506922][bookmark: _Toc237507037][bookmark: _Toc237874722][bookmark: _Toc238138782][bookmark: _Toc238138910][bookmark: _Toc242357182][bookmark: _Toc237441995][bookmark: _Toc237506923][bookmark: _Toc237507038][bookmark: _Toc237874723][bookmark: _Toc238138783][bookmark: _Toc238138911][bookmark: _Toc242357183][bookmark: _Toc237441996][bookmark: _Toc237506924][bookmark: _Toc237507039][bookmark: _Toc237874724][bookmark: _Toc238138784][bookmark: _Toc238138912][bookmark: _Toc242357184][bookmark: _Toc237506925][bookmark: _Toc237507040][bookmark: _Toc237874725][bookmark: _Toc238138785][bookmark: _Toc238138913][bookmark: _Toc242357185][bookmark: _Toc237506926][bookmark: _Toc237507041][bookmark: _Toc237874726][bookmark: _Toc238138786][bookmark: _Toc238138914][bookmark: _Toc242357186][bookmark: _Toc237506927][bookmark: _Toc237507042][bookmark: _Toc237874727][bookmark: _Toc238138787][bookmark: _Toc238138915][bookmark: _Toc242357187][bookmark: _Toc237506928][bookmark: _Toc237507043][bookmark: _Toc237874728][bookmark: _Toc238138788][bookmark: _Toc238138916][bookmark: _Toc242357188][bookmark: _2.1.4_Adding_and][bookmark: _Toc237506929][bookmark: _Toc237507044][bookmark: _Toc237874729][bookmark: _Toc238138789][bookmark: _Toc238138917][bookmark: _Toc242357189][bookmark: _Diverse_Needs_][bookmark: _Applying_for_Diverse][bookmark: _Specialised_services][bookmark: _Languages][bookmark: _Toc237506930][bookmark: _Toc237507045][bookmark: _Toc237874730][bookmark: _Toc238138790][bookmark: _Toc238138918][bookmark: _Toc242357190][bookmark: _Toc237506931][bookmark: _Toc237507046][bookmark: _Toc237874731][bookmark: _Toc238138791][bookmark: _Toc238138919][bookmark: _Toc242357191][bookmark: _Toc237506932][bookmark: _Toc237507047][bookmark: _Toc237874732][bookmark: _Toc238138792][bookmark: _Toc238138920][bookmark: _Toc242357192][bookmark: _Toc237506933][bookmark: _Toc237507048][bookmark: _Toc237874733][bookmark: _Toc238138793][bookmark: _Toc238138921][bookmark: _Toc242357193][bookmark: _Toc237506934][bookmark: _Toc237507049][bookmark: _Toc237874734][bookmark: _Toc238138794][bookmark: _Toc238138922][bookmark: _Toc242357194][bookmark: _Toc237506935][bookmark: _Toc237507050][bookmark: _Toc237874735][bookmark: _Toc238138795][bookmark: _Toc238138923][bookmark: _Toc242357195][bookmark: _Toc237506936][bookmark: _Toc237507051][bookmark: _Toc237874736][bookmark: _Toc238138796][bookmark: _Toc238138924][bookmark: _Toc242357196][bookmark: _Hours_of_operation][bookmark: _Toc127862051][bookmark: _Toc242442561]Hours of operation (non-Support at Home)
You can outline hours of operation for CHSP and other non-Support at Home services. 
By default, you can enter standard Monday to Friday, Saturday, and Sunday hours. You can also specify individual working days by using the Customise option.
1. Navigate to the service type that you want to edit by following the steps in Editing a service item.
1. Select the service you want to edit the hours of operation by selecting on the corresponding Pencil edit icon next to the service sub-type name.
Non-Support At Home Example
[image: Screenshot of View Service Items page of a non Support at home service. The service and service sub type has a magnifying glass icon to its right]
1. Enter the start and end times for the applicable day.
[image: Screenshot of Hours of Operation page of a service. Shows tickboxes next to each day of the week, and each day has a start time, end time, and 'Add additional operating hours' button.]
[bookmark: _Toc242442562]Delivery Hours (Support at Home)
Delivery Hours are specified for the Support at Home services and are not applicable to other programs (see Hours of Operation).
Support At Home Example
[image: Screenshot of View Service Items page, Support At Home tab, showing a Support at Home program expanding out to service types and services. ]
1. Select the Pencil (edit) icon on the service tile. This will open the service edit page. Standard hours are active by default and cannot be changed. 
2. Select the checkbox for any other service delivery hours you offer for the service.  For example, if you offer the service to the client in Non-standard or on Saturdays, then select that option.
[image: Screenshot of portal screen to select service delivery hours offered for the service.]
3. Select the applicable checkboxes for the delivery hours offered.
When you select a delivery hours checkbox the corresponding Common Price field will become active and you must have a price before saving the record.
4. Select the SAVE CHANGES button at the bottom of the page. This information will be passed to My Aged Care and utilised in various website tools.
[bookmark: _Toc242442563]Staffing notes
Staffing notes can be specified for each program.
[image: Screenshot of portal screen staffing notes for services attributes.]
[bookmark: _Toc242442564]Service specific delivery details
Depending on the selected service, additional delivery details may be captured on this page. This information is used on the Assessor Portal to assist in finding a provider that can deliver services suitable for the client. Some services may only have some options available.
Transport service specific example
[image: Screenshot of Service specific delivery details portal screen.]
[bookmark: _Toc242442565]Service Description
Enter any further information about your service here, and it will be displayed at the Service Finder.
[image: Image of the srvice description field]
[bookmark: _Pricing_Information][bookmark: _Toc242442566]Pricing Information (Support at Home) 
This section covers pricing information for Support at Home only. 
For room pricing for Residential Care please refer to Rooms (Residential Care).
Support at Home program outlets must provide:
· service level prices for all available Support at Home Services within each Outlet.
· It is also highly recommended to add a pricing website link (URL). This will be shared with My Aged Care Website to assist aged care participants find your published pricing.
If pricing is not entered for Support at Home services, you will not be able to:
· save a new service item and make it Operational
· save changes to partially complete existing pricing information
· confirm that pricing information has been reviewed, then pricing data will then not be supplied to My Aged Care to support tools such as the Fee Estimator.
	!
	The Support at Home’s service item allows you to configure the services you deliver and their prices for a particular delivery area or region.
Pricing is entered at the service level for each service item within the outlet.


To view outlet-wide information for Support at Home:
1. Select the outlet from the Outlet Administration tile, then select ‘View Service Items’.
2. select the Support at Home tab, then select the Magnifying Glass (view) icon to the right of the ‘Support at Home’ heading.
[image: Screenshot of View outlet portal screen with Support at Home tab selected and magnifying glass highlighted.]
To view individual Support at Home services: 
1. Select the outlet from the Outlet Administration tile, then select ‘View Service Items’.
2. select the Support at Home tab, then expand any service groups and service types, then select the Magnifying Glass (view) icon of the appropriate service card.
For example, the below image shows:
· the Assistive technology service group
· the Equipment and products service type
· three services: 
· Self-care products
· Assistive technology prescription and clinical support
· Communication and information management products
[image: Screenshot of view service items page with Support at Home tab highlighted. ]
[bookmark: _Updating_Support_at][bookmark: _Toc242442567]Updating Pricing Information at the Organisation Level
	!
	This functionality is available to Organisation Administrators only.
Organisational level pricing can be applied to every outlet service item that delivers Support at Home services. It will override existing pricing changes at the outlet service level if they already exist. Ensure that your Outlet Administrator/s are aware of your Organisational level pricing changes before you Apply pricing to all Outlets.


1. Go to the Outlet Administration page by following the steps in Viewing outlets.
2. Select the View (magnifying glass) button to the right of the Support at Home Organisation Pricing section. If your organisation does not offer or deliver Support at Home program services, you do not need to complete this.
[image: Screenshot of Outlet Administration page, showing the Support at Home Organisation pricing section on the left side.]
3. A list of service groups and service types displays. This list will only show Service Groups and Service types associated with your Organisation’s Registration Categories. Select the Edit (Pencil) button to the right of the service type/s that you would like to update.
The Last updated, Last updated to outlets, and Outlet update status columns are blank until you add pricing for services within the service type record.
[image: Screenshot of Support at home Organisation pricing page. Shows an example organisation's list of service groups and service type. Each service has an edit button, last update section, Last updated to outlets section, and Outlet update status]
4. For each service type selected using the Edit Pencil icon above, the corresponding ‘Pricing for Service’ page appears. All your organisation’s available services within the service type and the common price fields for each delivery time period displays here. A domestic assistance page example is shown below.
Domestic Assistance Pricing Page Example
[image: Screenshot of editable domestic assistance page ]
Nursing Care Pricing Page Example
[image: Screenshot of editable domestic assistance page ]
All mandatory fields (marked with a red asterisk) must be entered, for example ‘Common price – Standard (hours)’. If not entered you will receive error messages:
[image: Screenshot of mandatory items within the domestic assistance page ]
[image: Screenshot of mandatory items missing within the domestic assistance page ]
5. You must provide Common Price – Standard (Hours) for all Services that will be marked as available. When marked available, this will appear selected as a default option. Enter a value from $0.00 to $999.99, but this value must be the most frequently charged price for the service.
[image: Screenshot of Common Price – Standard (Hours) for all Services field]
If you do not deliver a service within the service type, you can enter $0.00 if you need to enter a value in the mandatory field. You MUST then mark this service as not available on all the applicable Support at Home service items.
For any service listed as Market Price you are not required to enter a price value.
[image: Screenshot of Mobility product market price field.]
6. Select SAVE to save your progress and to be taken back to the Support at Home pricing page. This will only save the pricing on the Organisation level.
7. Select APPLY TO ALL OUTLETS button when you are ready to apply the pricing you have entered to all of the organisation’s outlets with a Support at Home service item. This is possible only after entering all mandatory Service pricing under a Service Type.
When applying pricing to all Outlets, only the prices will be copied down where that service delivery hours is selected. Standard hours are defaulted and will always be copied down.
For example, you enter all pricing at the organisation level. However, in some service items the additional service delivery hours selected is only Non-standard and Saturday, then only those prices will be copied to that service item. 
8. Select CLOSE to go back to the Support at Home pricing page without any edits made or saved.
	!
	When applying organisational pricing to all outlets, the pricing will copy down to all Support at Home Service items, regardless of Operational or Offline status.


9. When APPLY TO ALL OUTLETS is selected, an Information Banner appears: ‘We’re currently updating your selected pricing change across all outlets. This may take up to an hour or more to complete. 
You can continue working while the prices are being updated, and refresh this page to see if the update has completed. If any errors occur, information will be sent to the designated organisation email contact’.
10. The Outlet update status will be displayed. For more information select the Question Mark icon. You will not be able to edit during this time.
[image: Screenshot of Support at Home organisation pricing page showing submission of updated pricing changes.]
11. When pricing has applied to all outlets, the Outlet update status is Completed, and you can edit again.
[image: Screenshot of Support at Home organisation pricing page showing completion of updated pricing changes.]
[bookmark: _Toc242442568]Updating Pricing Information at the Outlet Level
1. Navigate to the Outlet Administration page by following the steps in Viewing outlets. Then, select your outlet card from the Outlet tiles. 
[image: Screenshot of the View outlet screen with the Support at Home pricing section highlighted]
2. The outlet details page will be displayed. Then select the Edit (pencil) icon to the right of the Support at Home pricing section.
The Support at Home pricing pop up appears.
Under the Full Price List section, a pricing schedule website link (URL) can be added. 
3. To add a pricing schedule website link type in the URL in the Provide a website link section. Ensure that the website URL you enter is a valid website address. Use the URL Scheme field to select the if the URL is https:// or http://.
4. Finally, select whether you want to 
· Apply to this outlet only, or 
· Apply to this outlet and its Support at Home service items. 
5. Then, select Save button.
[image: Screenshot of the Support at home pricing pop up
Asking for full price list, website link, URL scheme, SAH pricing URL, and whether to apply URL pricing changes to this outlet and/or all its SAH service items]
The Pricing URL will now appear at the View Outlet page.
[image: Screenshot of the Support at Home pricing section]
[bookmark: _Toc242442569]Updating Pricing Information at the Service Item Level
You can also update the service item pricing URL or supply a price schedule attachment specific to that delivery area/region.
1. Choose your outlet from the Outlet Administration tile, then select View Service Items.
2. From the View Service Items page, select the Support at Home tab, then the Edit (Pencil) icon to the right of the ‘Support at Home’ heading.
[image: This screen displays detailed information about a specific service item requested or delivered under the Support at Home program. It supports aged care providers in tracking and managing individual service records efficiently.]
3. The Support at Home details Page appears. 
This contains all configuration available for the service item.
[image: Screenshot of the Support at home details page for an outlet]
4. Scroll to the bottom of the page to the Full Price List section.
In the URL Scheme section, select whether your website link is HTTP or HTTPS. Then, enter the website link in the URL section. The below screenshot shows an example website link. You can also upload a pricing schedule here.
5. Finally, select Save.
[image: Screenshot of Support at home details page for an outlet, detailing the full pricing list, URL scheme, URL, 'upload pricing schedule']
[bookmark: _Toc242442570]
Updating Pricing at the Service Level
	!
	Service pricing at the Organisational level will be automatically applied to all service level pricing. Be aware of any Support at Home organisational pricing changes that the Organisational Administrator may do.
It is important to provide pricing at the service level to support My Aged Care website tools such as Find a Provider or Fee Estimator. There is flexibility to have service level availability and pricing by service delivery area (region).


At the service level, you can update pricing based on the unit type, for example: per hour, trip or meal for individual services. If you have entered pricing at the Organisation level this information can now be used to autofill, if the service level price does not already exist. 
1. Select the Support at Home tab, then expand any service groups/service types, then select the Edit (Pencil) icon of the appropriate service card. 
The example below shows the Home Support service group, Meals service type, and Meal Delivery service.
[image: Screenshot of View Service Items page, showing the Support At Home tab selected, Home Support service group select]
2. The Edit Service sub-type page appears. The appearance of the page will vary depending on which service you have selected.
Auto filling prices from the Organisation level
When you edit a Service’s pricing, the system will autofill the common prices from the Organisation level. This will only happen when:
· if there is price/s set at the Organisation level (also referred as reference price) and
· when you select the delivery hours option/s you offer for the service.
When the pricing is auto filled, an information banner also appears.
[image: Information banner 'Priicng has been autofilled from organisational level. Please review and make changes if needed, and click Save Changes to confirm']
These prices are pre-filled for your convenience. You can keep this figure or apply a new price based on the delivery area; however, you must ensure you save to apply the pricing. data.
Entering prices at the Service level
If you have not entered any pricing at the organisation level the fields will be blank and you must at minimum enter a service price for Common price – Standard (hours). In this page, Standard Hours is displayed as ticked by default.
[image: Screenshot of entering Delivery hours at the service level.]
For Common Price – Non-Standard (Hours), Common Price – Saturday, Common Price – Sunday, and Common Price – Public Holiday, only enter availability and prices for them if your organisation offers these hours. There is flexibility to have Service item specific pricing here. 
You can enter the hours in the Delivery hours section. The Pricing for service section will only display the delivery hour types that are selected in the Delivery Hours section.
[image: Screenshot of entering availability and prices Common Price – Non-Standard (Hours), Common Price – Saturday, Common Price – Sunday, and Common Price – Public Holiday, if your organisation offers these hours. ]
All mandatory fields (marked with a red asterisk) must be entered, for example ‘Common price – Standard (hours)’. If not entered you will receive error messages:
[image: Screenshot example of not all mandatory fields (marked with a red asterisk) being entered, for example ‘Common price – Standard (hours)’. If not entered you will receive error messages.]
[image: Example screenshot of common price mandatory items not being entered.]
If service prices exist, and you adjust the availability setting (for example from No to Yes), the system will provide a message to review the pricing. It is encouraged to check the price details and complete any other prices for offered time periods and then SAVE.
This will be required to be completed for all available and waitlist services before changing the service item status to Operational.
Individual service pricing examples
For (Hours) services, enter the per hour price delivered during the time period.
[image: Example screenshot of entering (Hours) services per hour price delivered during the time period.]
For meal delivery, enter the price per meal delivered during the time period. For example, in the Common price – standard (hours) section, enter the price for each meal delivered during standard hours.
[image: Example screenshot for entering meal delivery Common price – standard (hours).]
For transport services, enter the price per trip during the time period. For example, in the Common price – standard (hours) section, enter the price for each trip undertaken during standard hours.
[image: Example screenshot for entering transport services for Common price – standard (hours) ]
Some services such as consumables will default to Market price. No price is required to be entered.
 [image: Exaple screenshot for entering consumable market price.]
If a service is on a waitlist, it is highly recommended to add service pricing to ensure this is visible on the Service Finder or Fee Estimator tools.
All pricing information saved, including pricing schedule attachments, will appear by the next day on the Service Finder on the My Aged Care website, and do not require approval from the Department.
[bookmark: _Rooms_(Residential_Care)][bookmark: _Toc242442571]Reporting service pricing status
The Support at Home Pricing Status report enables Organisation Administrators and Outlet Administrators to view the service price status and identify which Services require pricing updates and when they were last updated.
The report will provide a full extract of all your Support at Home service pricing for all outlets, service items and price fields. 
1. 
Go to Reports and Documents tile of the portal home page, then select the Support at Home Pricing Status link.
[image: Screenshot of My Reports page of the Reports and Documents tile. The 'Support at Home pricing status report' link is highlighted.]
2. This will open a Report View page. Begin typing the Outlet name to select, you can add additional outlets.
3. Then, Select the output type and then the Request Report button. 
[image: Screenshot of Generate Report page of the Reports and Documents tile. This shows the SAH-001 Support at Home Pricing Status report, the Outlet field, Output type fields, Request report button, and Cancel button]
4. The report will run and be available to download in your My Report section once completed.
There is an estimated 24 hours delay in the data entry to being available in the report. For example, if you entered data into the portal yesterday, it should be available to view today.
5. Checking Pricing completion
Once you open the report, it will default to a sort order by Outlet and Operational service items and available services. This is intended to help you identify any missing pricing required to be entered.


A compliant Outlet is one where an Outlet is an active outlet with an operational Service item where a service/s availability = yes and common price – standard hours field contains a price value. The following sample report shows compliance, non-compliance and where compliance rule is not applicable.
[image: Sample Support at home pricing report]
· Row 1 indicates compliance with the rule.
· Row 2 with the red highlighted cell (under ‘Common Price – Standard Hour’ column) indicates the non-compliant price for that service. Note that the report will NOT highlight any non-compliant cells.
· Row 3 is not required to be assessed against the rule as the Service is not available. Any service item that is Offline is also not assessed against the rule as well as Inactive Outlets.
Price review/maintenance
Pricing must be reviewed and updated quarterly. This report can assist in providing a review of all the pricing entered and the last updated date. The last updated date is when any one of the service price time periods has been updated.
You will be able to identify if a service price has not been updated based on the last updated date. For example, if prices for the services have not changed in 3 or 6 months. This may indicate that it needs a review against your common prices for that service.
[bookmark: _Rooms_(Residential_Care)_1][bookmark: _Toc242442572]Rooms (Residential Care)
[bookmark: _Toc198809333][bookmark: _Toc198809334][bookmark: _Toc198809335][bookmark: _Toc198809336][bookmark: _Toc198809337][bookmark: _Toc198809338][bookmark: _Toc198809339][bookmark: _Toc198809340][bookmark: _Toc198809341][bookmark: _Toc198809342][bookmark: _Toc198809343][bookmark: _Toc198809344][bookmark: _Adding_a_service][bookmark: _Toc127862059][bookmark: _Toc242442573]Add a room type
	!
	This section applies to Residential Care only and does not apply to Commonwealth Home Support Program or Support at Home programs.


Residential Care providers can add information about the types of rooms their organisation offers. Follow these steps to add a room and room information. Fields marked with an asterisk (*) are mandatory.
1. Select Outlet administration from the homepage. Select the name of the outlet on the Outlet Card you want to add room information to. 
[image: Screenshot of Outlet Administration page for an example Organisation, showing a list of outlet cards. One of them is highlighted]
1. The View outlet page appears. Select the VIEW SERVICE ITEMS button.
[image: Screenshot of the View Outlet page of an outlet. The View Service Items button is at the bottom left.]
1. From the View Service Items page, select Resident Care from the tab options. 
Choose your service. Select Expand (blue arrow) next to See room types.
[image: Screenshot of View Service Items page of a Residential Care service. Underneath the room listing is a Expand icon followed by "See room types".]
1. Then Select ADD ROOM TYPE.
[image: Screenshot of Outlet card - view outlet information - link for 'see room types' and displaying button for Add Room Types]
1. The Room Type page appears. Enter required information in the General room information and Pricing information sections. Ensure mandatory fields (red asterisk) are completed. 
[image: Screenshot of Room Type page which
shows General room information, Pricing information
Save button
Save and Submit Requested Changes for Approval button
Cancel button]

a) In the Pricing Information section, enter the room’s Maximum Refundable Deposit (RAD). If you enter an amount higher than the maximum allowed, an information banner appears similar to the example below.
[image: Image of Information Banner "You cannot charge a RAD over $750000 without first obtaining a valid approval. To apply for an approval visit the IHACPA website www.ihacpa.gov.au"]
To publish and charge a room price above the maximum allowed (or the equivalent daily payment), you must have a valid approval from the Independent Health and Aged Care Pricing Authority (IHACPA), formerly known as the Aged Care Pricing Commissioner. 
	!
	If you do not have approval for your RAD price for the room type, you cannot publish or charge this price. Conditional approval does not constitute approval until you have received a satisfaction of conditions letter from IHACPA.


The below fields will appear and need to be completed for rooms priced over the maximum allowed:
· Approval or Conditional Approval 
· Date of IHACPA approval (or Aged Care Pricing Commissioner approval) – IHACPA approvals are valid for 4 years. Once you enter the required approval details for a room, you will receive automatic notifications when your approval is nearing expiry. These will be sent at 6, 4 and 2 months before your Date of IHACPA approval indicates expiry. Rooms will be removed from My Aged Care if 4 years passes from your Date of IHACPA approval. 
· IHACPA approval reference number – This is only required if your approval was granted on or after 1 July 2024. Approval letters issued prior to 1 July 2024 do not have an approval number.
· You will also need to attach and name the IHACPA approval letter for the room.
[image: Screenshot of IHACPA Approval Details section of the Room Type page]
b) Enter the required information under Key feature statement. 
[image: Screenshot of Key Feature Statement section of the Room Type page]
When entering room size (in square metres):
· if there is variation in room sizes, enter the size range of the room type from smallest to largest, e.g. 20sqm - 25sqm. 
· indicate if the room size entered includes ensuite, e.g. 20sqm - 25sqm incl. ensuite. 
· do not include private outdoor areas such as balconies or courtyards.
· Please ensure that the room size entered aligns with information provided to IHACPA in your application for these rooms. 
1. Select SAVE AND SUBMIT REQUESTED CHANGES FOR APPROVAL.
[image: Close up of buttons 'Save', 'Save and submit requested changes for approval', and 'Cancel']
	!
	If you select SAVE, this room information will be saved only and not submitted for publication.


This room information will be displayed on the service finder once approved for publication by the Department (allow three business days).
If your room is not approved for publication, you will receive an email explaining the action you need to undertake before resubmitting. You can update your room request and submit again.
[bookmark: _Toc242442574][bookmark: _Toc127862060]Edit room details
Residential Care providers can edit existing room information. Follow these steps to edit a room. Fields marked with an asterisk (*) are mandatory.
1. [bookmark: _Hlk167802189]To edit the details for a room, select the edit (pencil).icon next to the room’s listing. 
[image: Image of View Service Items page of a Residential Care service. After all room types are expanded, the Expanded button and 'Hide Room Types' text appears.]
2. The Edit Room Type page appears. Select the reason for resubmission from the drop-down menu and the continue to edit the details of the room.
[image: Image of Edit Room Type page, showing a drop down for 'Reason for resubmission', General Room Information section, and Pricing Information section.]
	!
	Providers with an IHACPA approved maximum Refundable Accommodation Deposit over the maximum allowed can also index the room price in line with legislation. For details on calculating the indexation of approved RADs visit www.ihacpa.gov.au. 
If you have selected Indexation of approved max RAD as the Reason for resubmission, you can only change the room price. If you wish to change other fields for the room, select a different resubmission reason.


3. Scroll down to the bottom of the page. Select SAVE AND SUBMIT REQUESTED CHANGES FOR APPROVAL. 
[image: The bottom of the Room Type page showing the button 'Save and submit requested changes for approval']
Once submitted, you will be redirected back to the View Service Items page and a green 
banner will display at the bottom of the screen confirming the edits were successfully submitted. 
[image: Screenshot of popup reads, Room details have been submitted for verification. Room cannot be updated until verification is finalised. If verified and Room Status is Operational, the room will be published on My Aged Care.]
[bookmark: _Toc242442575][bookmark: _Toc158821144]Change room status
1. Select the edit icon (pencil) next to the Status of the room you want to set as Offline or Operational.
[image: Image of Room listing under a Residential Permanent funded service. The Edit (Pencil) icon next to the Operational status is highlighted]
2. From the pop-up select Offline (not displayed) from the change room status and select the reason for the change. 
When you set the room to Offline a warning banner will appear advising that offline rooms are not displayed on My Aged Care. 
3. Select SAVE.
[image: Image of the change room status pop up. The save button is highlighted in a red box]
A message will appear advising that you have successfully changed the status of the room.
The status of the room will now display as Offline.
[image: Image of the Green banner 'You have successfully changed the status of the room ROOM NAME to offline']
If you wish to make an Offline room Operational: 
1. click on the edit icon (pencil) next to Status: Offline.
[image: Image of A room listing with Status Offline, and an Informational banner on top "Room is offline and will not be displayed on My Aged Care"]
2. Select Operational (displayed) from the change status drop-down menu followed by the reason for the change. 
3. Then select SAVE. 
[image: Image of the change room status pop up, the save button is highlighted in a red box.]
A green message will appear advising that you have successfully changed the status of the room and the room will show as Operational. 
The room will be displayed on My Aged Care within 24 hours.
[image: Image of the Green banner "You have successfully changed the status of the room ROOM NAME to Operational"]
[bookmark: _Toc242442576]Delete a room
Residential Care providers can choose to permanently delete a room. Note that deletion of a room cannot be reversed. 
1. Select the delete icon (bin) next to the room you wish to delete. 
Ensure you select the correct room as the deletion of a room cannot be reversed. 
[image: Image of a room listing. The Bin (delete) icon is to the far right of the listing's name.]
2. From the pop-up, select the reason for deleting the room and select DELETE. 
[image: Image of a Delete Room pop up. "You are about to delete the room ROOM NAME from your service inventory. Once a room is deleted, the action cannot be undone", then a drop down "Please select your reason for deleting this room". ]
A green banner will display at the bottom of screen confirming the room has been successfully deleted. 
[image: Image of the Green banner "You have successfully deleted the room ROOM NAME". ]
[bookmark: _Transferring_service_items][bookmark: _Toc242442577]Transferring service items
	!
	Access to the functionality described in this guide has been disabled in the Service and Support Portal for ALL programs from 1st November 2025 until further notice. 
If you require the transfer of services or clients, please contact the My Aged Care Service Provider and Assessor Helpline on 1800 836 799, who will be able to assist you. 


[bookmark: _Transferring_clients_between][bookmark: _Activating/deactivating_a_service][bookmark: _Toc127862064][bookmark: _Toc242442578]Activating or deactivating a service item
The reasons for deactivating a service item typically include:
· Residential: Facility is no longer accepting residents.
· Commonwealth Home Support Program (CHSP): The service is no longer being delivered in the specified area.
· Support at Home: Selected services are no longer being delivered in the referral area.
Follow these steps to activate or deactivate a service:
1. Select Outlet administration from the homepage, then select the outlet that contains the service items that you want to activate/deactivate, and then select VIEW SERVICE ITEMS.
[image: Example View Outlet page showing the View Service Items button at the bottom left]
2. Select the appropriate tab corresponding to the program. 
	!
	The Residential Care tab should only be selected when working with Residential Care services. If you edit CHSP items, ensure the CHSP tab is selected.


[image: Partial screenshot of View Service Items page showing the tabs for corresponding programs - CHSP, Flexible aged care program, Residential Care, Support at Home.] 
3. For the services that have been added to the outlet, select Operational to activate the service item. Alternatively, select Offline to deactivate the service item under the Status heading.
Only Operational services will display in the service finders.
[image: Image of the Residential Permanent service listing. Showing the Status toggle "Operational" or "Offline"]
For Support at Home, the Operational or Offline status applies to every service group, service type and service that your outlet is approved for.
[image: Image of a Support At Home Service with a toggle "Operational" or "Offline"]

	!
	The Offline status has replaced Inactive status and should be used to indicate where a funded service is not currently offered by the provider. For example, the service is at capacity. Services that are Inactive are services that are no longer funded by the department. Inactive services will not be visible in the My Aged Care Service and Support Portal. 
Please contact the My Aged Care service provider and assessor helpline on 1800 836 799 if you have questions about your Inactive services.


[bookmark: _Toc209002844][bookmark: _Toc209107185][bookmark: _Toc209107255][bookmark: _Toc209112603][bookmark: _Toc24449853][bookmark: _Toc24449980][bookmark: _Toc24450064][bookmark: _Toc24450255][bookmark: _Toc24451194][bookmark: _Toc24451266][bookmark: _Toc24560884][bookmark: _Toc24561423][bookmark: _Toc24639428][bookmark: _Toc24449854][bookmark: _Toc24449981][bookmark: _Toc24450065][bookmark: _Toc24450256][bookmark: _Toc24451195][bookmark: _Toc24451267][bookmark: _Toc24560885][bookmark: _Toc24561424][bookmark: _Toc24639429][bookmark: _Toc24449855][bookmark: _Toc24449982][bookmark: _Toc24450066][bookmark: _Toc24450257][bookmark: _Toc24451196][bookmark: _Toc24451268][bookmark: _Toc24560886][bookmark: _Toc24561425][bookmark: _Toc24639430][bookmark: _Toc169186907][bookmark: _Toc169186972][bookmark: _Toc169187375][bookmark: _Toc169187441][bookmark: _Toc169186908][bookmark: _Toc169186973][bookmark: _Toc169187376][bookmark: _Toc169187442][bookmark: _Toc169186909][bookmark: _Toc169186974][bookmark: _Toc169187377][bookmark: _Toc169187443][bookmark: _Toc169186910][bookmark: _Toc169186975][bookmark: _Toc169187378][bookmark: _Toc169187444][bookmark: _Toc169186911][bookmark: _Toc169186976][bookmark: _Toc169187379][bookmark: _Toc169187445][bookmark: _Toc169186912][bookmark: _Toc169186977][bookmark: _Toc169187380][bookmark: _Toc169187446][bookmark: _Toc169186913][bookmark: _Toc169186978][bookmark: _Toc169187381][bookmark: _Toc169187447][bookmark: _Toc169186914][bookmark: _Toc169186979][bookmark: _Toc169187382][bookmark: _Toc169187448][bookmark: _Toc169186915][bookmark: _Toc169186980][bookmark: _Toc169187383][bookmark: _Toc169187449][bookmark: _Toc127862065][bookmark: _Toc242442579]Maintaining service delivery outlets
[bookmark: _Toc127862066][bookmark: _Toc242442580]Activating an outlet
After service items are added, outlet(s) need to be made active so that:
· The service items display in the service finder.
· Contact centre staff and assessors can send electronic referrals to the appropriate outlet.
Follow these steps to activate an outlet:
1. Navigate to the View Outlet details from the Outlet administration page for the outlet that you want to activate and select ACTIVATE OUTLET.
[image: Image of the View Outlet page of an inactive outlet. The Activate Outlet button is highlighted and located at the top right.]
1. Select ACTIVATE OUTLET to confirm that you wish for this information to be displayed in the service finder. A warning message will display:
[image: Image of the Activate Outlet pop up. "You are about to activate OUTLET NAME. This will publish this outlet and its services to the Service Finder". The Activate Outlet button is highlighted.]
Your outlet is now active and operational service item information will display in the service finder and will display as Active in the Service and Support Portal. Assessors can only match and refer to active services.
Card View
Image of the Outlet card with a green tick banner at the bottom that says Active[image: Image of the Outlet card with a green tick banner at the bottom that says Active]
Outlet View
[image: Image of the View Outlet page of an outlet. There is a green circle "(Active)" underneath the outlet name]
[bookmark: _Toc127862067][bookmark: _Toc242442581]Deactivating an outlet
To remove an outlet from the service finder on the My Aged Care website, and stop referrals being sent to the outlet, it must be deactivated.
	!
	An outlet cannot be made inactive if there are accepted and commenced services.


Follow these steps to deactivate an outlet:
1. Select Outlet Administration from the homepage.
2. Navigate to the View Outlet details from the Outlet administration page for the outlet that you want to deactivate and select DEACTIVATE OUTLET.
[image: Image of the View Outlet page of an outlet. the Deactivate Outlet button is at the top right of the screen]
3. Select DEACTIVATE OUTLET to confirm that you wish to deactivate the outlet.
[image: Image of the Deactivate Outlet popup. 'You are about to deactivate OUTLET NAME. Please ensure you arrange for any linked staff members to be reassigned. Any service items provided by the outlet will not appear in search results." The Deactivate Outlet button at the bottom right is highlighted.]
The outlet is now inactive, does not display on the relevant service finder or receive
referrals, and displays as Inactive in the Service and Support Portal.
[image: Image of the Green banner 'OUTLET NAME has been deactivated'.]
[image: Image of the Outlet's banner showing a grey circle (inactive) status.]
[bookmark: _Toc209002848][bookmark: _Toc209107189][bookmark: _Toc209107259][bookmark: _Toc209112607][bookmark: _Toc127862068][bookmark: _Toc242442582]Removing an outlet
	!
	If you want to create an outlet with the same name as the one you removed, you will need to call the My Aged Care service provider and assessor helpline on 1800 836 799.


To remove an outlet from the Portal, it must be in the status of Inactive. Follow these steps to remove an outlet:
1. Select Outlet administration from the homepage.
2. Navigate to the View Outlet details from the Outlet administration page for the inactive outlet you wish to remove and select REMOVE OUTLET.
[image: Image of the View Outlet page of an inactive outlet. the Remove Outlet button is at the top right of the screen.]
3. Select REMOVE OUTLET to confirm you wish to remove the outlet.
[image: Image of the Remove Outlet pop up. "You are about to remove OUTLET NAME. This will remove this outlet from your list." the Remove Outlet button is at the bottom right.]
The outlet will no longer display in the Service and Support Portal.
[image: Image of the Green banner "OUTLET NAME has been removed"]
[bookmark: _Toc127862069][bookmark: _Toc242442583]Editing outlet details
Follow these steps to edit an outlet:
	!
	Only non-contractual information can be edited in the Service and Support Portal.


1. Select Outlet administration from the homepage. 
2. Select the name of the outlet on the Outlet card you want to edit.
[image: Screenshot of the Outlet Administration page with the heading and one outlet highlighted]
3. On the View outlet page, select the area that you would like to edit, Address, Contact details or Organisation philosophy.
You can also change the Organisation philosophy when viewing your outlet information.
For more information on Organisation Philosophy refer to Editing the organisation philosophy.
[image: Screenshot of the "view outlet" screen with the edit buttons highlighted.]
4. Edit information and select SAVE CHANGES. To edit address details, select Edit next to the outlet address.
[image: screenshot of the "edit outlet" screen with the edit button and editable fields highlighted]
[bookmark: _Toc114665600][bookmark: _Toc114665680][bookmark: _Toc114665601][bookmark: _Toc114665681][bookmark: _Toc114665602][bookmark: _Toc114665682][bookmark: _Toc114665603][bookmark: _Toc114665683][bookmark: _Toc114665604][bookmark: _Toc114665684][bookmark: _Toc114665605][bookmark: _Toc114665685][bookmark: _Toc114665606][bookmark: _Toc114665686][bookmark: _Toc127862070][bookmark: _Toc242442584]Tasks and notifications
[bookmark: _Toc127862071][bookmark: _Toc242442585]Viewing tasks and notifications
Follow these steps to view tasks and notifications:
	!
	You must log onto the relevant outlet to view its tasks. You can do this by selecting the outlet you wish to log in to next to the Logout link at the top right of the portal.


1. Select the Tasks and notifications tile from the homepage.
To view tasks for your organisation, select Tasks. Select an outlet to view tasks related to that outlet.
[image: Image of the Tasks and Notifications page. The Tasks tab is at the top left of the page.]


In the Tasks tab, you will be able to view all tasks that are relevant to your role. You can sort tasks by:
· Due date
· Category
· Title/Description
· Aged Care User ID
· Client name 
· Activity ID.
	!
	Tasks that have been marked as important for your outlet by your outlet administrator will be displayed with a visual indicator. 
The managing preferences section in this guide explains how to set tasks as important.


1. To view notifications for your organisation, select Notifications. Select an outlet to view tasks related to that outlet.
You will only be able to see tasks and notifications that are associated to your outlet and for clients you are providing services to. Assessors will be able to see all tasks and notifications for clients.
[image: Image of the Tasks and Notifications tab, displaying the notifications that are associated to your outlet and for clients ]
1. You can search for specific tasks using the filter options or using custom filters in Advanced Search. Select the arrows to the right to expand or collapse the filter options.
[image: Image of the Tasks tab and filtering for tasks]
To apply custom filters, select ADVANCED SEARCH and choose filters from the drop-down menu and select ADD FILTER for each filter you want to apply. The filters include: 
· Activity ID
· Aged Care User ID
· Category
· Date received
· Due date
· First name
· Last name
· Marked as important
· Overdue tasks
· Role
· Title.
[image: Image highlighting the drop down menu with further filter options]
1. The hyperlink under the task description will take you directly to the individual record
and the section of the portal where you can action the task.
Alternatively, you can navigate to the clients record by selecting the client’s Aged Care 
ID from the tasks list.
[image: Image of an example of a task or notification listing that includes a hyperlink. For example the Incoming Referrals hyperlink directs the user to the Incoming Referrals page.]
For example, selecting the link in an Overdue referral task will take you directly to the Incoming referrals tab where you can review the referral and determine whether to accept or reject the referral or place the client onto a waitlist, where appropriate.
Once the action required from the task has been completed, the task will automatically be removed from your task list.
[bookmark: _Managing_task_and][bookmark: _Toc127862072][bookmark: _Toc242442586]Managing task and notification preferences
You must be an Administrator to manage task and notification preferences for your organisation or outlet. If you need to add this role to your user account, please see your organisation administrator.
As an Administrator, you will be able to:
· Edit email address and email frequency for new task and notifications
· Turn off visibility of notifications in the Portal 
· View description of each task and notification, including which user types will be able to see them
· Edit individual task and notification preferences
· Mark a task or notification as important to your outlet.
These settings will affect all staff assigned to your outlet, so please ensure all staff are made aware of any changes you make.
1. Select the Tasks and notifications tile from the homepage.
2. Select the Manage Preferences tab.
If you are the Organisation Administrator, you will be able to select which outlet you want to configure task and notification preferences for. If you are the Administrator for your outlet, you will only be able to see your outlet’s preferences.
3. Then, select Change Preferences.
[image: Image of theTasks and Notifications page, Manage Preferences tab, showing an outlet card. the Change Preferences button is at the bottom of each card.]
The preferences page for the outlet will open. At the top of the page, you can configure the overall preferences for email preference, email address, email frequency and notification visibility in the portal.
You can choose to hide all notifications or hide individual notification types for the outlet. Selecting No to hide all means that no notifications for the outlet will be visible to staff associated with the outlet. 
Selecting No for an individual notification type means that only notifications of that type will be hidden for staff associated with the outlet.
 [image: Image of the Change Preferences for Outlet page. It shows a list of preferences and the 'Reset Preferences' button. ]
Tasks and notifications are sorted by category. Select the expander icon to expand/collapse each category.
[image: Image of Task notification categories with expander icon to expand/collapse each category highlighted]
For each task or notification, you will be able to view:
· Type (e.g. task or notification)
· Title and brief description of the why the task or notification has triggered
· User type who can view or action the task or notification.
For each task or notification, you will be able to individually configure:
· Whether to send an email when a task or notification generate
· Frequency of email notification, if enabled
· Whether to display a task or notification as important in the portal.
[image: Partial screenshot of a category of Tasks and Notifications Preferences that an Administrator can manage.]
If you choose to mark a task or notification as important, staff within your outlet who can view that particular task or notification will see a visual indicator in their portal. 
For example, a notification of home care correspondence.
[image: Image of a Notification listing that is tagged as Important (Yellow circle 'Important' in the Received column)]
4. Select SAVE when all changes have been made. 
You can reset the preferences by selecting RESET PREFERENCES at the top of the page.
[image: Image of the Reset preferences button]


[bookmark: _Toc209002854][bookmark: _Toc209107195][bookmark: _Toc209107265][bookmark: _Toc209112613][bookmark: _Toc127862073][bookmark: _Toc242442587]Creating and maintaining staff accounts
Once you have created your organisation’s outlets, you can create and maintain staff accounts.
For more information about staff roles refer to Staff Roles in the Service and Support Portal.
[bookmark: _Toc24560896][bookmark: _Toc24561435][bookmark: _Toc24639440][bookmark: _Toc24560897][bookmark: _Toc24561436][bookmark: _Toc24639441][bookmark: _Viewing_staff_accounts][bookmark: _Toc127862074][bookmark: _Toc242442588]Viewing staff accounts
Select Staff Administration from the homepage to view all staff who have access to the Service and Support Portal.
You can sort the staff list alphabetically or by the outlet(s) assigned to each staff member.
[image: Image of the Service and Support Portal, Staff administration tile is highlighted.]
[bookmark: _Toc127862075][bookmark: _Toc242442589]Adding new staff accounts, allocating roles and outlets
After creating your organisation's outlets, you can add staff accounts.
When you create a staff account, you must:
· assign one or more roles
· assign the staff member to one or more outlets.
A staff member can hold multiple roles at the same time, including Administrator, Team Leader and Staff Member. Their roles apply across all assigned outlets.
	!
	Staff with the Organisation Administrator role can manage all outlets within the organisation.
Staff with the Outlet Administrator role can only manage services and staff for the outlet(s) assigned to them.


Follow these steps to add a staff account:
1. Select Staff Administration from the homepage.
1. Select ADD NEW STAFF.
[image: Screenshot of the Staff Administration page with the title and Add new staff button highlighted]
1. Enter the staff member's details, including:
· first name
· last name
· unique email address
· contact number.
1. Then assign the required role(s) and outlet(s), and select Save.
[image: Screenshot of the Add Staff member page with the editable fields, manage roles section and save button highlighted]
1. Choose whether to assign the staff member at the Organisation Level or Outlet Level:
· Organisation Level gives access to organisation details and all associated outlets.
· Outlet Level gives access to one, multiple or all selected outlets within the organisation.
1. Select Save, then Save Roles.
Service Provider Administrators can assign additional roles to staff within their outlet.
A person assigned the administrator role at the organisation level:
[image: Screenshot of the Manage roles screen]
A person assigned the roles of administrator and team leader at the outlet level:
[image: Screenshot of the Manage Roles screen with an outlet selected and the save roles button highlighted]
Choosing an outlet for the role:
[image: Screenshot of the Manage Roles screen with an outlet selected and the save r]
	!
	The first time each staff member logs into the Service and Support Portal, they must follow the steps outlined in Logging in to the Aged Care Systems.


[bookmark: _Toc127862076][bookmark: _Toc242442590]Editing a staff account
Follow these steps to edit a staff account:
1. Select Staff Administration from the Portal homepage. Select the staff member's name from the Staff list.
[image: Screenshot of the Staff administration page with one staff member highlighted]
2. Select EDIT STAFF DETAILS.
[image: Screenshot of the View staff member page]
3. Update the staff member's details and select Save.
[image: A screenshot of the Edit Staff Member page]
[bookmark: _Toc127862077][bookmark: _Toc242442591]Deactivating staff accounts
Deactivating a staff account permanently locks the account and removes the staff member's access to the Service and Support Portal.
Follow these steps to deactivate a staff account:
1. Select Staff Administration from the Portal homepage.
2. From the Staff Administration page, select the name of the staff member on the Staff card that you want to deactivate.
[image: Image of the Staff Administration page of a organisations showing Staff members in card view. ]
3. On the View Staff Member page, select Deactivate.
[image: Image of the staff member Deactivate button]
4. Select Deactivate Account to confirm.
[image: Image of the Deactivate staff member dialog ]
The staff account will be marked as Inactive in the Service and Support Portal.
[bookmark: _Toc127862078][bookmark: _Toc242442592]Removing staff accounts
You can remove staff members who have already been deactivated. Once removed, they will no longer appear in the Service and Support Portal.
	!
	For information on removing a staff member’s authorisations in the Relationship Authorisation Manager (RAM), refer to Logging in to the Aged Care Systems | Australian Government Department of Health, Disability and Ageing.


Follow these steps to remove a staff account:
1. Select Staff Administration from the Portal homepage.
2. On the Staff Administration page, select Inactive from the View Status drop-down list to display inactive staff members.
[image: Image of the Staff Administration page of an organisation. Under the Staff section there is a View Status filter set to Inactive.]
3. Select the name of the staff member you want to remove.
[image: Image of the Inactive staff cards and highlighting an example staff member.]
4. On the View Staff Member page, select Remove.
[image: Image of the staff member Remove staff button shown]
5. Select Remove again to confirm.
[image: Image of the Remove staff member dialog]
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[bookmark: _Toc127862081]You can use the Service and Support Portal to generate reports, view reports and access forms. You can also print documents using the Reports feature.
[bookmark: _Toc242442594]Generating reports
Administrators, Team Leaders and Staff Members can generate reports.
Follow these steps to generate a report:
1. Select Reports and Documents from the homepage.
The Reports and Forms page opens. This page contains two tabs: 
· Reports
· Forms
The Reports tab shows: 
· recently requested reports
· available reports.
The Recently Requested Reports section displays client record PDFs that you have generated.
[image: Image of the Reports and documents page, showing the Reports tab and Forms tab. The Reports tab shows the My Reports section and the Reports list section.]
2. Select the report you want to generate from the Reports list.
[image: Image of the Reports and Documents page, Reports tab. There is a report hyperlink underneath the Reports List section.]


3. Select an Outlet ID, enter a start date and end date, and choose an output format (CSV or PDF). 
4. Select Request Report.
5. If you do not want to generate the report, select Cancel.
[image: Image of the Report request button in generate report interface shown]
[bookmark: _Toc24560906][bookmark: _Toc24561445][bookmark: _Toc24639450][bookmark: _Toc127862082][bookmark: _Toc242442595]Viewing reports
Follow these steps to view a report:
1. Select Reports and Documents from the Portal homepage.
2. On the Reports and Forms page, find the report in the Recently Requested Reports list. 
3. Select View next to the report.
[image: Image of the View link for newly generated report ]
4. Choose one of the following actions: 
· Open to view the report
· Save to download the report
· Cancel to close the action window.
[image: Screenshot of a pop up to prompt the users to open, save or cancel a file.]
[bookmark: _Toc127862083][bookmark: _Toc242442596]Accessing forms
Follow these steps to access forms:
1. Select Reports and Documents from the Portal homepage.
2. Select the Forms tab.
3. View and access the available forms from the list displayed.
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Support at home details

Al fields marked with an asterisk () are required.

‘Support at Home, Support at Home, funded
NAPS ID: 1234

Aussie Healthcare Support At Home

Service delivery
Service provider name. Aussie Heatthcare

Facilty name SAH UATH
Facilty previously known as

Facilty locally known as.

Senvice start date

Service end date:

Maximum permissible nterest rate (MPIR)

Changes to the following information wil apply to all support at home program services in this service item

Service delivery ar:ﬂ
No service defvery area or Tpecifed
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Edit service delivery details

Al fields marked with an asterisk (*) are required.
Select whether the service will be delivered at the provider location or at the client location (list of available areas). If you wish to deliver the service
both at the provider location and at the client location, create separate service items for each mode of delivery.

Delivery type

O Atprovider location @ At client location
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Please select the suburbs that will comprise the area where the service will be delivered
Check to see if the list of serviced suburbs covers all the areas where this service is delivered

To add suburbs to the list, use the search tool fo find the suburbs fo include. You can use full or partial suburb names as input. You can add all
the suburbs for a selected state when you click 'Add whole state’

‘You can add all the suburbs for a selected state and region when you click ‘Add whole region".

To remove suburbs from the list, select the suburbs and click 'Remove selected'. To remove all the suburbs from your delivery area click
‘'Remove all'.

Search

By state -

By region

By postcode

By suburb

EARCH ADD
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Select Suburb State Postcode
[} ASHLEY NSW 2400
[} BULLARAH NSW 2400
[} BURREN JUNCTION NSW 2386
[} CROOBLE NSW 2400
[} DRILDOOL NSW 2386
[} MALLOWA NSW 2400
[} MOREE NSW 2400
[} NOWLEY NSW 2386
[} TERRY HIE HIE NSW 2400
[} TULLOONA NSW 2400
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Specialisations
Al services must reflect the nique characteristics and lfe experiences of individual recipients.
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Please provide details only for the services which have specific measures in place.

‘Specialised services. @
Wrich ofthe following applies o tis service?
O Dementia
OJ Continence
O Hearing
O Respite care
O Caters for cultural, spiritual or ethical food requirements
O Assistive Technology

] Mental Health

[ vision

[ Terminal iliness

[ Mobiiity

] Weliness and reablement
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Languages ®
No languages specified

SELECT LANGUAGES AVAILABLE
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Supported languages

Please select all supported languages and press Save when finished

Most selected
O Arabic O Cantonese O Croatian
O Greek O ttalian O Mandarin
[ Polish O spanish O Vietnamese

Alphabetical listing

®EOOOEOOAOOOOMWOOPOAOOVOO®O®O

O Acholi O Afikaans O Aibanian

[ Amharic O Anyuak/Anuak O Arakanese/Rakhinz

O Amenian O Asante/Ashanti

O Assyrian O Azai

[ Alyawarr (Alyawarra) [ Arrernte (Aranda) O Assyrian (Including Aramaic)

[ Australian Indigenous Lang
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Additional service information
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A @
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Catholic, Hinduism, Islam, Judaism ‘Support at Home pricing URL:  URL.

ADD AGFI CONTACT

Current Specialisation Verifications

‘There are no current
verifications to
display.

Changes to Specialisation Verification

"More information about applying fo verification can be found on the
‘Department of Heath, Disabilty and Ageing About Specialation
Veriication webpage.

MANAGE VERIFICATIONS
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Domestic Assistance, Commonwealth Home Support Programme, funded @

ACT

NAPS Service ID NAPS ID Service item name: Domestic Assistance

Status Service availability Waitlist availability
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Domestic Assistance, Commonwealth Home Support Programme, funded @

ACT
NAPS Service ID NAPS ID Service item name: Domestic Assistance

Status Service availability Waitlist availability

Operational Offline Yes No Yes

Hide Sub-types
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Add/Remove Subtypes

Al fields marked with an asterisk () are required

Which sub types are you adding to this service?

Unaccompanied Shopping (delivered to home) General House Cleaning
Linen services
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& Home | Outlet adminisiration | View outlet - ABCcare | View service items | Service Details

Service delivery area(#)

Specialisations (?)

All services must reflect the diverse characteristics and life experiences of indvidual recipients. Please provide detais only for the services which have specific measures in
place.

‘Specialised services (?)
Wrich ofthe following applies o tis service?
O Dementia O Caters for cultural, spiritual or ethical food requirements

Languages (7)
No languages specifed

SELECT LANGUAGES AVAILABLE

Promotional
Attachments

You can upload fies up to SMB. The following fl types are accepted: Jpg, jpeg, png, p, docx

Website address

e
s v URL

Service description
Description

P
071000

Additional service information
‘You may wish to enter additional information about the avalabilfy of the services you provide. For example, a particular service may be temporarily unavailable due to limited
staffing, or a service may only operate on certain weekdays or imes.
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@ Diversional therapy

Allields marked with an asterisk (") are required.

Hours of operation
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Thursday
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Al fields marked with an asterisk (*) are required.
Delivery hours

What hours are offered for this service? *
Standard hours

O Non-standard hours

O saturday

O Sunday

O Public holidays
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Staffing:

g

Notes on staffing Shopping assistence that will appear on the public Service Finder 0/150
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Delivery type

How is the service delivered?
O Individual - face to face
O Group - face to face

Delivery setting

Whatis the setting for this service?
O Home
O Community
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Service Description ()
Description

4
0/1000

Additional service information
You may wish to enter additional information about the availabiliy of the services you provide. For example, a particular service may be
imited staffing, or a service may only operate on certain weekdays o times.
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& Home | Outlet administration | Support at Home organisation pricing | Service pricing

@ Domestic assistance

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

Pricing for services

Enter the common price for all delivery hours offered. Common price s the most frequently charged price for the service. A service listed as Market Price does not require a price to be
entered

Edits to service pricing will be applied to allinstances of the services across all outlets you manage.

General house cleaning _ Conmen P - Sadar )
(Hours) 140

s st e s o egueny raged e for s s,

Cormon Pric - Non Sandird (Hours)
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5180 5200 5250

Laundry services (HOUS) ¢ rumon price - Standard (Hours)

This must be i most frequently charged pie for i senvi.

‘Gommon Price - Non-Standard (Hours)

‘Gommon Price - Saturday ‘Common Price - Sunday ‘Gommon Price - Public Holday

‘Shopping assistance.

Hous) ‘Gommon Price - Standard (Hours) *

This must be i most frequently charged pie for i senvi.

‘Gommon Price - Non-Standard (Hours)

‘Gommon Price - Saturday ‘Common Price - Sunday ‘Gommon Price - Public Holday

APPLYTO ALL OUTLETS
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@ Nursing care
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Pricing for services
Enter the common price for all elivery hours offered. Common price is the most requently charged pricefo he service. A senvice listed as Market Price’does not reauire aprice o be
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Edits to senvice pricing il e appiied fo alnstances of the services across all outlets you manage.
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consumables. Market Price
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‘Common Price - Standard (Hours) is required
Common Price - Non-Standard (Hours) s required

X
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#Home | Outlet adminisiration | Support at Home organisation pricing

@ Support at Home organisation pricing

2 Were currently updating your selected pricing change across all outets. This may take up fo an hour or more to complete. You can continue working whie this runs in the
1 backoround and refresh this page to see if the update has completed. If any errors occur, information vill be sent to the designated organisation email contact.

Service group Service type Last updated Last updated to outiets < Outiet update status

Home modifications Home adjustments

Assistive technology Equipment and products

Home support Home or community general respite
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@ Support at Home organisation pricing
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Address Contact Details
e e Name: usse Heathcare

Prone: 0812345675
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Religious specialisations () (7) Support at Home pricing
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@
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Support at Home pricing

»

Al felds marked with an asterisk () are required.

Full Price List @)
Provide a website link (7)

Is there a website link where clients can access Support at Home pricing information? Please ensure that this is a ink to your
pricing information website, not your website landing page. e g. www.myagedcare gov.aulpricing

URL Soneme

hitp:l/ -

‘Support at Home pricing URL *

‘Apply URL pricing changes to this outlet and allts support at Home services items*
© Apply to this outlet only
O Apply to this outlet and its Support at Home service items
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Full Price List @)

Provide a website link (7)

Is there a website link where clients can access pricing information? Please ensure that thisis a link to your pricing information webpage, not your website landing
page. E.g. wwwmyagedcare gov aulpricing

URL Sename

hitp:/ -

R
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Upload a pricing schedule (%)
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CHOOSE FILE | Nofile chosen
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Delivery hours

What hours are offered for this service? *
Standard hours




image133.png
Group social support

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

What hours are offered for this service? *
Standard hours

O Non-Standard hours
Saturday

O Sunday

Public holidays

Delivery type

How is the service delivered?
Group - face to face

Is transport to the service provided?
@® Yes
O No

Delivery setting

Whatis the setting for this service?
Community

Staffing:

Notes on staffing Group social support that will appear on the public Service Finder 01150

Pricing for service

Enter the common price for all delivery hours offered. Common price is the most frequently charged price for the service. A service
listed as "Market Price’ does not require a price to be entered

Common Price - Standard (Hours) *

Group social support (Hours) §7905

This must be the most frequently charged price for ths service.

Common Price - Saturday *

$120

Common Price - Public Holiday *

$160

CANCEL
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Aboriginal or Torres Strait Islander Health Common Price - Siandard (Hours)

Practitioner assistance (Hours) $89.90

This must be the most frequently charged price for ths service.
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Service and Support Portal
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Tasks and noffcations
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X
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Logout
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‘Common Price - Standard (Hours) *

Meal delivery (Meal) 5100

This must be the most frequenty charged pice for this senvice.
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Common Price - Standard (Hours) *

Direct transport (Trip) 15

This must be the most frequenty charged pice for this senvice.
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Common Price - Standard (Hours):

Nursing care consumables
Market Price

No service pice required.
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Out Reports and Tasks and My Aged Care
Service and Support Portal administration documents noificatior

4 Home | Reports and documents

My Reports

Name Requested Date 4 Status

Residential Demand Report By State 12 April 2024 Downloaded - View
Reports List

Name Description Formats

Quality Indicators Report - Q1005 Pdf, Csv, Excel
Facility Data Export (Report) - QIE010 Pdf, Csv, Excel
Facility Summary Quarterly Report - Q1002 Version 1 Pdf, Csv, Excel
Facility Detailed Quarterly Report - Q1003 Pdf, Csv, Excel
Facility Data Export (Report) - QIE010 (1) Pdf, Csv, Excel

AR2-09 Residential Classification Update Report Pdf, Csv, Excel
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Room type

Allields marked with an asterisk (") are required.

‘COPY PREVIOUS ROOM TYPE INFORMATION

General room information

Room name *

Top 0 100 charsters)

Room type * -

Number of rooms of this type: *

Pricing information

Please enter the Maximum refundable deposit amount *
Eqg$630000 o

Maximum daiy payments: §

Example combination payment

Example RAD at 50% §.
Example DAP at 50% §

Explanation of payment options

Residents choose how to pay for their accommodation: by refundable deposit (lump sum), daily amount, or a combination of both. A daily amount accrues daily and is paid periodically,
for example monthiy. A combination payment includes both a partial refundable deposit and a daily amount. Residents have 28 days after permanent admission to decide their payment
method.
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i ‘You cannot charge a RAD over $750,000 without first obtaining a valid approval. To apply for an approval visit the IHACPA website www ihacpa.gov.au
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IHACPA approval details

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

Date of IHACPA approval: *

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

IHACPA approval reference number:

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

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

CHOOSE FILE | No file chosen

Attachment name:
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Key feature statement

Room description: *
P
0/2000
Room size (in square metres): *
(up to 50 characters. e.g. 30m2 or 30sqm)
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Room details have been submitted for verification. Room cannot be updated until verification is finalised. If verified and Room Status.
s Operational, the room will be published on My Aged Care.
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\/  Youhave successiuly changed the stafus of the room
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Delete room
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You are about to delete the room (Bedroom - shared ensuite) from your service inventory. Once a room is deleted, the action
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image164.png
Aussie Healthcare

ve) Outlt 1 OUTLET ID

@ View outlet
About Aussie Healthcare

Address

EIG BANANA 351 PACIFIC Highvay
‘COFFS HARBOUR NSW 2450

Organisation philosophy
Cutura speciansatons (7) (7)
Aighan, Austaan Abongnal Bosian, Chiness, Costan,Egyptan,Epino,

‘German Gresk Hungaian, i, Karen, Lebansse. Wacedonian atese,
Posn, Russian Serban, i Lankan, Tongan, Tuksh, Uainan, Vietnamese

Retgous specabsaions (7) (7)
Aaoican apts, Bucensm, Calote, Cutchs of i, Esten oo
e am, oo Winesse. Jdaen, st s Sats, Luheran.
Grta Gnads. Oht s, Ot Protsia, Faracestal rosbyaran
SR Refomed Saaton Ay, Sevedey Aen, U Chren

o

Contact Details

Name: Jotn Farnam

Fhone: 021234 5678

Fax

Emat John@aussieheathcare com au
wiebste

Support at Home pricing
Supparat Home prcng URL




image165.png
@ View Senvice ltems

Fli e CaeFrogane ResdmelCore gt e





image166.png
Residential Permanent, Residential Care, funded @

Brisbane North

NAPS Service ID 1234 | Service item name: Aussie Residential

1Aged Care Avenue, AGED CARE ACT 1234

3 Service availability Waitlist availability
Operational Offline No Yes “

@ See room types





image167.png
Support at Home (&)(#)

NAPS Service ID 1234, Service item name: Aussie Healthcare Support At Home

Assistive technology
@ See service types

Home modifications
@ See service types

Home support
@ See service types




image168.png
the

© View ouet
Asout Ausse Heatncare

[k

Contact Davads
g

‘Suppert st Homo pricng

rsspteiovint 4




image169.png




image170.png
Aussie Healthcare

Qutlet ID: OUTLET ID

Contact: John Farnham

Phone: 02 1234 5678

Email: john@aussiehealthcare.com.au
Website: not available

@ Verified Specialisations(s):
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Deactivate outlet
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V Aussie Healthcare has been removed.
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« Aboriginal and Torres Strait Islander persons, including Stolen Generations
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Are you sure you want to remove Aboriginal and Torres Strait Islander persons, including Stolen Generations?
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Choose specialisations

Al fields marked with an asterisk ired.
Please select the specialisation you want to verify for this outlet. Each “ an asterisk (°) are require
specialisation listed shows its current verification status for this outlet. You can't

select a specialisation if an application for that same specialisation and same . o
outletis currently being assessed by the department Choose one or more specialisation for verification

To continue, select one specialisation before proceeding to the next step.

O Aboriginal and Torres Strait Islander persons, including Stolen
Generations.

Specialisation Verification page on the Department of Health, Disabilty and
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an active specialisation for this category. Any changes will be
1 Cefected on your My Aged Care profle

You can withdraw this application prior to submission for
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Application

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

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

= Upload the completed Specialisation Evidence Form by selecting 'Upload
File'in the screen panel to the right.

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

All documents must be in PDF file format and not exceed 10MB in size.

For afulllist of the criteria and evidence requirements, please visit the About
Specialisation Verification page on the Department of Health and Aged Care
website.
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Service items apy Declaration

specialisation

People from culturally, ethnically and linguistically
backgrounds.

Step 1: Download Specialisation Evidence Form

In orderto apply to have your claims of providing specialised care verified by the
department, you will need to download and complete the People from culturally,
ethnically and linguistically diverse (CALD) backgrounds Specialisation Evidence
Form.

DOWNLOAD FORM (2

Step 2: Upload completed form and supporting evidence *

Upload a completed People from cuturally. ethnically and linguistically diverse
(CALD) backgrounds Specialisation Evidence Form.

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

PROVIDE EVIDENCE

Additional information
Use this section to communicate any additional information to support your
application to the department.
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g
071000

cLose || save
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Step 1: Download Specialisation Evidence Form

In order to apply to have your claim of providing specialised care verified by the department, you will need to
download and complete the Culturally and linguistically diverse Specialisation Evidence Form.

DOWNLOAD FORM (4
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Step 2: Upload completed form and supporting evidence *
Upload a completed Culturally and linguistically diverse Specialisation Evidence Form

You must also select the criteria that you meet for this specialisation and provide the requested supporting evidence.
For this specialisation you must meet four of the Tier 2 criteria.

PROVIDE EVIDENCE
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Al flelds marked with an asterisk (") are fequired.

‘Select evidence form of criterion you wish to be assessed against "

e from cuurally, ethnically and linguistically diverse (CALD) backgrounds

‘The following evidence is required to support this criterion.

. Provide the required nformation or your selected crieria in the People fom culturally,etfnically and
oustcaly dverse (CALD)backgrounds orm.

Please ensure you have removed any individuals' names from evidence provided, except where explicily
requested. Leave the section relating to other crieria blank

Evidence Document(s) *

Documents must be in PDF fle format and must not exceed 10MB in size. Document names must not exceed 135 characters
in length

No file chosen
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Select evidence form or criterion you wish to be assessed against *
2.1] Provider is run by a recognised CALD community organisation (i applicable). -

‘The following evidence is required to support this criterion.
 Descre e CALD communty orgerisation' historical an curent mvlvement engagement,and sevces to

the community. Include confirmation of the organisation's recognition as  CALD communiy organisation, and
identity the specific cutural communites served.

Evidence Document(s) *

Documents must be in PDF fle format and must not exceed 10MB in size. Document names must not exceed 135 characters
in length
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Step 2: Upload completed form and supporting evidence
Upload a completed People ffom culturally, ethnically and linguistically diverse (CALD)
backgrounds Specialisation Evidence Form.

‘You must also select the critera that you meet fo this specialisation and provide the
requested supporting evidence. For this specialisation you must meet four of the Tier 2.
crteria

Evidence document(s)

Specialisation Evidence Form - People from cuturally, ethnically and

(@) Evidence requreto suppot s crterion

‘Tier 2-Criterion 1 [C2.1] Provider is run by a recognised CALD
communiy organisation (if appiicable).

T Evince eaiedto uppat s rtoion
Descrbe e CALD communty argansatons historcal andcurent
involvement, engagement, and services to the community. Include
‘confirmation of the organisation’s recognition as a CALD community
organisation, and identify the specific cultural communities served.

ALD Tier 2 Criterion 1 File.pdf

PROVIDE EVIDENCE
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Service items applied to specialisation

"Displayed are the program types and their operationa and offine service tems associated withthis
outie these may change over time) If your Specialisation Veification appilcation s approved, the
‘specialisaton wil apply o al program fypes and sevice fems for hi outiel

+ Only senvice fems that are curently operating need to keep meeting the speciaisation
requiremenis for the eniire veriication period (3 years).

+ These operational senvice fems are the only ones shown onthe Iy Aged Care websit.
‘Service lems that are inactive o offne will not appear.

I your outet can no longer meet the specialisation requirements, your orgarisation must remove the.
specialisafon. You can do tis via the Service and Support Porti or by emailing
MACspeciaisation@health govau

‘Appiicaion Dectaration
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Declaration Declaration
Before you can submit your appiicaton, you must e
« upload a completed Specialsation Evidence Form 1o your application, T fon provided as part o this application s rue and correct to

« upload any mandatory supporting evidence specified against the criteria you
have nominated vithin your application, and;
« complete the deciaration on this page.

For more information on the verification process, please visit the About Specialisation
Verification page on the Department of Health, Disabilty and Ageing website.

the best of my knowiedge.

« I understand that once the claim to specialise in the delivery of care made in this.
form have been verified by the assessor, my organisation will make best efforts to
maintain the specialisations through adherence to the requirements set out by the
My Aged Care Provider Specialisation Verification Framework. In the event that
this specialisation cannot be maintained, a representative of my organisation wil
remove this specialisation through the My Aged Care Service and Support Portal
or inform the Department of Health, Disabilty and Ageing at
MACspecialisation@health.gov.au.

« I understand that if vish to reinstate this specialisation, | will need to re-apply for
veriication by the assessor.

« I understand the steps outined in the Information Page.

« I understand that | wil be required to submit evidence to support my organisation's
‘specialisation claims, and | have viewed the criteria set out in the My Aged Care.
Provider Specialisation Verfication Framework.

« | understand that my organisation's claims to deliver specialised care to older
‘Australians with diverse needs vill not be published on their My Aged Care
provider outiet profile unless this has been verified by the Department of Health,
Disabilty and Ageing

close || save || previous
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There are no current
specialisation verifications to
display.

Changes to Specialisation Verification

More information about applying for verification can be found on the.
Department of Health, Disabity and Ageing About Speciaisation
Verfication webpage.
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Verification of Specidlisations Application Form

o

i

Choose speciaisaons

01

Information

“This step provides information on how o proceed with your appication

For more information on how to apply to have your caims of deivering specialised care verfied by
the Department of Heath, Disabilty and Ageing, visi the About Specialisatin Verfication
webpage.

Oulets can apply for more than one speciaisaton category per outlet. Each speciaisation
requires s ovn specifc application. You are required fo review the Speciafsation Verifcation
Framework pror o appiying.

‘Specialsation Verification i fo aged care providers already delivering targeted senvices 02
‘Specific cohortor community group Specialisation Verficaton s not intended for providers inthe.
process of developing or planning fo deier speciaised care

)

‘Application

(05)

Senvce flems appiied o specialisation Dectaration

Purpose ofthis form

“This formis intended for aged care service providers 0 appy to have their specialisation verified
under the Specialisation Verfication Framework.

‘Aged care providers that deive speciaised care can apply o have their claims verifed by the
Department o Health, Disabiity and Ageing.

For more information about Specialisaton Verification, visit the About Specialisation Verfication page
o the Department of Health Disabilty and Ageing website-

What do need to do to apply to have my specialisation claim verified?

‘Complete this onine application form if you wish fo have your claim of delvering specialised care
displayed on your My Aged Care outletprofe.

Delivering speciaised aged care senices i voluntary. Veriicaton s also volunary, however if
providers wish o clam {0 specialise on My Aged Care. they wil nesd o have these claims veried
"o claim specialsation, aged care providers are expecied {0 alfeady be deliverng targeled services.
0.2 speci cohor or Community group.

‘Aged care providers il need to upload evidence of clams which vil be reviewed by the assessment
team.

“The criteria you need to meef to demonsirate you provide specialised senices ae sef outn the
‘Speciaisation Verication Framevork.

You are required f review these resources before sartng your application. They ouline the-
‘evidence you need to upload with your appiication, incuding wha constutes fe 1 evidence or tier 2
vidence.

Verified specialisations il remain valid for hree years. You wilbe noffed 3 morths prior to the-
‘expiy of your verfied specialisation. You wil hen need o reapply to have your specialisation claim
verifed.

Privacy and your personal information

Your personal information i protected by law, incluing the Prvacy Act 1965 and the Ausiraian
Privacy Principies, and is being collcted by the Ausiralian Government Depariment of Health,
"Disabity and Ageing (he depariment) or the primary purpose of veritying the eigiilty of aged care
providers againstthe ciera set out n the Speciaisation Verifcation Framevork o ensure that aged
care provider profies on My Aged Care reflect information, which is accurate and relevant. for the
purposes of providing aged care recipients and thei represenafves with specialised senices. Your
Information may ais0 be used and disclosed for Giher purposes such as delivering and evaluating the
iniafive and for stafsica,performance, poicy development and research purposes.

“The department il notdiscose your personal nformation o any overseas reciients.

1fyou do not provide his information the department will be unable o verty the efgblty of your
applcation.

You can get more information about he wayin which the depariment il manage your personal
information, including our privacy poliy found in the Speciaisation Veriication Frameviork.

More information
More information about Specialsation Verifiation can be found on the Department of Health,
"Disabity and Ageing About Specialisation Verication webpage.

1 you have general queries inrelation o Specialisation Veifcaton or ques=ions reating o an
‘xising appiicaton, please emil the assessment team at MACspecialisation@healih govau.

‘Should your application be unsuccessful, you are eniiled to appeal the decision
Please contactthe assessment team via email to MACspecialisaion@nealth gov au f you wish 1o
inifate a review.

1 you are unsatisfied ith the resuf of the review, you may contact the department by emaling
ageing and dversity@healih gov.au

‘Aged care providers claims of providing specialised care will be reviewed and verifid based on the:
information submitied againstthe Specialisation Verfcaion Framevwork. a provider makes an
‘applcation to be verfied as providing specalised care and i s determined that ey do not meet the:
Framework requirements.  does not necessariy mean they do not provide his speciaised care.
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nfomaton [ Ghoose specaisatons Aopicaton Senvc ems apled o specilsation Dectration

02

T ———

Choose specialisations.

Allfilds marked vith an asterisk () are required.
Please select the specialisation you want o very or this outle. Each specialisaion isted shows

s cunent veification status fo i oule. You can't select  specialisation f an application for
that same specialisation and same oulet s currenty being assessed by the depariment.

To continue, selec one specialisation before proceeding 1o the next sep.

For more information on how to apply to have your caims of providing speciaised care verfied by
the department, please viit the About Speciasation Veriicailon page on the Department of ‘Aboriginal and Torres Straitsiander persons, incucing Stolen Generations
Healin, Disabilty and Ageing website.

Choose one or more specialisation for verification *

o Curent

People from cultural, ethnically and inguisticaly diverse (CALD) backgrounds

o ont

People who are financiallyor socialy disadvantaged
Vericaton n progress

Veterans or war widows
Nt Verfiad

People who are experiencing homelessness o at risk of experiencing homelessness
Nt Verfind

Gare leavers, including Forgotien Australans and former child migranis placed in out of
home care
Nt Verfiad

Parents and chidren who are separated by forced adoption or removal
Nt Verfiad

Lesbian, gay, bisexual transiiransgender o ntersex or ofher sexual crentations or re
gender diverse or bodily diverse
Nt Verfiad

People who e i rural,remale or vy remote areas
o Expres
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Verification of Specidlisations Application Form

® g

Information Choose speciaiations.

03

Application

In orderto compiete you appication you vl be required to:

- Dovinload and complete the relevant Speciaisation Evidence Form, ensuring you complefe
ach secton associated with he crteria you wish {0 be assessed against. Note that you
must selct the required number ofcritera for he relevant specilisation

+ Upload the completed Specialisaon Evidence Form by Selecting ‘Upload Filein the screen
panelto he rght

« Upload supporling evidence as required, based upon the requirements of each criteria.
Upload supporting evidence by selecting Upload File'in the screen panel {0 the right.

Al documents must be in PDF fieformat and not exceed 10MB in size.

For a full st of the criteia and evidence requirements, please visi the About Speciaisation
Verfication page on the Depariment o Health and Aged Care websit.

o : ®

Senvce flems appiied to specialisation Dectaration

Aboriginal and Torres Strait Islander persons, including Stolen
Generations

Step 1: Download Specialisation Evidence Form

I order to apply o have your ciaims of providing speciaised care verfied by the department. you will
need 1o downioad and compiee the Aboriginal and Torres Sirat Ilander persons,inciuding Siolen
‘Generations Specialsation Evidence Form

DOWNLOAD FORM (4

Step 2: Upload completed form and supporting evidence *
Upload a completed Aboriginal and Tores Srait Isander persons, ncluding Stolen Generations
‘Speciaisation Evidence Form.

You must lso selectthe criera tha you meef ortis specilisation and provide the requesed

‘Supporing evidence. For this specialation you must mee one of the Tier 1 crera or four of the
Tier 2 citeria

‘Sample Fle pc





image59.png
o4
Servos 10 apply speciatsaton

P s———
e et ey s s

ot g e




image60.png
© Outlet Administration

Outits (1)





image61.png
View outlet

About Aussie Healthcare
@
Address Contact Details
ADDRESS Hame e
Prooe PHONENUNBER
Fax
Emat vl
Organisation philosophy Websie:
Cuturat spciaiaatons ) (7)
Refigious specitsations (7) (7)
Support at Home pricing

‘Supporta Home picog URL WEBSTE

Current Specialisation Verifications

Thee are no cument veied diverse
" specalasions o spioy.

Changes o Speciaisation Verifcation

ore infonmaton abou apptying for veriicaton canbe found on the
Degarment ofHealt, Disaity and Ageng Abo Speciasaton Vericaton
webpige





image62.png
View Service ltems

Filter by

Operational +  Senice avalabity -
aovanceD searcH || cLeaR FiTeRS
Status s Operational

TR

“There are no Operational’senice flems from ths programme finked 1o his outet. To view service ems in oher statuses, please adjut he fiter.




image63.png
@ View Service ltems

Commonwealth Home S

[IGEIEL U Flexible Aged Care Programme  Residential Care  Support at Home

Filter by (6]

s
Offine - Senice avaiabity -
ADVANCED SEARCH || CLEARFILTERS
Status is Ofine.

FILTER





image64.png
Add service item

Al flelds marked with an asterisk (") are required.

‘Selectthe Programime that applies {0 ths service fem *
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Al fields marked with an asterisk (*) must be completed before submission

‘Selec tre Programme st sppes o tis senvoe dem
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Which of the following applies to this service item?”
@Funded

ONon-funded
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Senvice provider

Senvce e
Cottage Respite

Funding region type:

Funding region

CLEAR ALL

Programme S y Funding region ty Funding region state Funding region End date

O Commonwealth Home Support Programme Aged Care Inc Respite Services 33333 Cottage Respite Aged Care Planning Region NsW lawarra 01Nov 2015

O Commonwealth Home Support Programme Aged Care Inc Respite Services 33333 Cottage Respite Aged Care Planning Region AcT AcT 01Nov 2015





image67.png
Add service item

Al fields marked with an asterisk () are required

Select the Programme that appbes 10 Bis service tem *
Support at Home -

NAPS ID

@® Supportat Home ~ AG SAHSP-SSP SAH NAPS ID Support at Home

Service item Name. *
|
Piease specfy Service liem Name





image68.png
© Add service item

A8 s ke w0 st ) o ecred

P ——

aums

Funsng

O Rescwss CaringPeople CaringPecplelS50 Rescwtal AgdCwe OO Brstene o1 x

. Nursing Care St Pony Nom 981
Centre e




image69.png
Add service item

Al fields marked with an asterisk (") are required

‘Sect e rogranme atoplesto s seice tom®
Support at Home -

©®  SupportatHome AGSAHSP.SSP  SAH NaPSID Supportat Home

Please speciy Servce em Name.

[ [





image70.png
cotage respte, i Hom:
Progranme. onses ED [p—
el omee || ves IS

@@

[r—
NAPS Soca 10 123 Srvics tom e Comage Resste oo HIH
@ seeswtoes
[ ——
Domastcsoltznce, e Cick o 81 1028 e e, xpand e snvcs o vt
oded oo A s ke 3 St 2o e e

@@ e e v Dot v oot b
e e 3 et s el





image71.png
@ View Service ltems

Commo

[IGEIEL U Flexible Aged Care Programme  Residential Care  Support at Home

Filter by

s
Operational Service availabilty

ADVANCED SEARCH || CLEARFILTERS

Status s Operational

FILTER

Community cottage respite, Commonweaith Home Support
Programme, funded Statue

‘Service availability
e Operatonal TN Yoo )
Loddon/Mallee. Waitiist availability
NAPS Senice D 15 Senics fom name: Corogs e o |

() see subtypes




image72.png
Outlet Administration

About Caring People

Outlets (1),

ADD NEWOUTLET

Filter by @

= .=

‘Curent sort order is AZ

Caring People East

OulltID: 217345644
Contact:  John Citzen
Phone: 0931112222

Emai. john.ctzen@emelcom
Website
(@) Verifed Speciaisations(s):





image73.png
View outlet

About Aussie Healthcare

Address Contact Details
Address Name: Aussie Healthcare
Prone  PHONENUMBER
Fax
Emat ausse@aussieneatheare com au
Organisation philosophy viewste
Cuturatspeciatsations (7) (7)
Reigious speciniations (7) (7)
Support at Home pricing

‘Supportat Home pricing URL: WEBSITE

Current Specialisation Verifications

40D AGFI CONTACT

There are no current verified diverse
‘need specialsations to display.

Changes to Specialisation Verification

More information about applyig for verifiation can be found on the-
‘Depariment o Health, Disabity and Ageing About Specialsation Verfication
webpage.

MANAGE VERFICATIONS





image74.png
@ View service Items

Commonueai Home Supped Programme  Flestie Aged Care Progranme. Resentl Cre

Opestons e — .





image75.png
@ View Service ltems

[IGEIELUEN  Flexible Aged Care Programme  Residential Care | Support at Home

alth Home

Filter by

Domestc assistance, Commonweait Home Support Programme, funded (3] Sonico oy et vty

Lodtontiatee omne  BEE Mo ves

NAPS Service ID 12345, Service item name- Community and Home Support

() see subtypes




image76.png
Aussie Healthcare

@ View outlet

About Aussie Healthcare
?

Address @ Contact Details @
XK ireet Name, SUBURS, STATE, Name e
POSTCODE Pross PHonEnuBER

Fac

enat s
Organisation philosophy Vesste
Cutura speciatsatons () (7)
Matese,Usarian .

G @

Religious speciaisations (7) (7) Support at Home pricing @

ot Higusm, sam, Jugasm ‘SupportatHome pricng URL URL

Current Specialisation Verifications

“Therearo o current
specialisation verfications fo
aispiay.

Changes o Specialisaton Verfation

Mot normaton about apptingforveticaton can be foundon e
Deparimen ofHealth, Disabiy and Ageng Ao Specaicaton
Vertcaon webpae.




image215.png




image216.png
4 MR
P (SR > o o
I
Australian Government “

myagedcare




