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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:

e Detailed instructions on how to set up organisations in the Relationship
Authorisation Manager, which can be found on the RAM website.

e 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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1 Introduction

The Service and Support Portal is used to:
e Manage information about the services you provide.

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

e Update client records with information about services being delivered.
¢ Request that an assessor undertakes a Support Plan Review for a client.

e Report Serious Incident Response Scheme (SIRS) Priority 1 and Priority 2 incidents in
residential, in-home, and Support at Home aged care services.

e Generate reports.

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

e 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.

2 Staff roles

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.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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The following tables outline the functions for each role within the Portal. It includes both client-
focussed and organisation-focussed tasks.

. . Organisation  Outlet Team Staff
(Al Feetpace] Gy [Fneene Administrator Administrator Leader Member
v

v v
v v
v

v v v v

v

v v

v v v v
v v

v v v v

Organisation Outlet
Administrator Administrator
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2.1 Administrator homepage

Administrators at an Organisation level can view and manage information for the entire
organisation in the Service and Support Portal. Administrators for one or more outlet(s) in the
organisation (Outlet level) will only be able to view and manage information for the outlet(s) they
have been assigned.

If you log in to the Service and Support Portal as an Administrator, you can view Tasks and
notifications, My Aged Care interactions, Reports and Documents, Outlet administration,
SIRS Notice, Government Provider Management System and Staff administration tiles on
your homepage.

1800 836 799 Mon-Fri 8am - 8pm Sat 10am - 2pm Welcome Curtis from Aussie Aged Care

Service and Support Portal Logout

Welcome Curtis

Tasks and nofifications

)

Govemment Provider Management System SIRS Nofice

2.2 Team Leader homepage

People assigned the Team Leader role in the Service and Support Portal have the same
functions as the Staff Member role 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.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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1800 836 799 Mon-Fri 8am - Spm Sat 10am - 2pm Weicome Charles bfom Ausse Aged Care

Setwvice and Support Portal

Welcome Charles

Retiseve a reforral code

Government Provider Management Systen

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.

2.3 Staff Member homepage

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

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.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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1800 836 799 Voo re tum . fpm Sa¢ Y0am . 2y Wekome Chartes Som Ausss Aged Care

Service and Suppect Portal

Welcome Charles

Camverrenest Fyaader Marsgement *gvier

2.4 Homepage for users assigned multiple roles

If you log in to the Service and Support Portal as a user with Administrator, Team Leader, and/or
Staff Member roles, you can view the functions for all your roles on the homepage.

e Inc - Outlet 1

1800 836 799 Mon-Fri 8am - 8pm Sat 10am - 2pm Weilcome Annie from Aged Ca

Service and Support Portal Logout

Welcome Annie

8

Find a client Review requests

0101_

Service referrals H Retrieve a referral code

My Aged Care inleractions Reports and documents Outlet administration

Staff administration

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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3 Creating service delivery outlets

Administrators will need to set up at least one outlet in the Service and Support Portal before they
can add their organisation’s service information such as service items. Administrators can choose
how to set up service(s) in the Portal: either all under one outlet or under multiple outlets.

Each outlet you set up can have different staff, service information, locations, and contact details
recorded. ldeally, 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.

3.1 Creating or adding a new outlet

Administrators need to set up outlets in the Portal before service information can be added. When
you create an outlet, the status is set to Inactive by default. You must activate the outlet and
create service items in an outlet before it can be made operational.

1. From the Outlet administration page, select ADD NEW OUTLET.

Outlet Administration

About Aussie Healthcare @

Contact details Organisation philosophy

1 Health Avenue Cultural specialisations ()
Afghan, Australian Aboriginal, Bosnian, Chinese, Croatian, Egyptian,

SYDNEY NSW 2000 F\Iipinc,, German, Greek, Hunéariarl, Ihaiian. Kare,n, Leharle‘se, ’
Macedonian, Maltese, Polish, Russian, Serbian, Sri Lankan, Tongan,
Turkish, Ukrainian, Vietnamese
Religious specialisations ®
Angli Ba_plis?, E i Catholic, C_ of Christ, Eastern

Orthodox, | lelam, Judaism, Latter-day
Saints, Lutheran, Oriental Orthodox, Other Christian, Other Protestant,
Tanand R Army, Seventh-day

Adventist, Uniting Church

Filter by

St arder
~2 -

‘Current sort order is A-Z

2. Enter outlet details.
3. To add an outlet address, select ADD OUTLET ADDRESS.

Collpse filer i

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

Qutlet details

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

Ciutlet name *

[CILI‘HEI: address *| ADD OUTLET ADDRESS I

CREATE QUTLET CANCEL

4. Fill out your address details, then select VALIDATE THIS ADDRESS.

All fields marked with an asterisk (*) are required

Unit number or building name and level (if applicable)

Street number e.g. 201 or 34-36* Streef name *

Street type * M

Enter Suburb and posicode and select from the list below *

SUBURB IS NOT LISTED, CLICK HERE

Country *
Australia

I VALIDATE THIS ADDRESS

Special instructions (up to 100 characlers)

SAVE ADDRESS CANCEL

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

Add address

Al fields marked with an asterisk () are required.

Unit number or building name and level (if applicable)

ST:—ZI"JI"DE'&; 201 or 34-36* Strest name *

5 STREET NAME
Sweatype

Street v

Enier Subwib and postcode and select from the st below *

SYDMEY, NSW, 2000

B IS WOT LISTED, GLICK HERE

Country *

Australia |

VALIDATE THIS ADDRESS

Did you mean

® ADDRESS
() Not found, use entered address anyway: ADDRESS

Special instructions (up fo 100 characiers)

—
SAVE ADDRESS CAMNCEL

6. Complete the remaining fields. Select CREATE OUTLET to save the record and create the
outlet.

€ Add outlet

Outlet details

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

Outlet name *

A
Cutlet address
ADDRESS

CREATE OUTLET CAMCEL

The outlet has now been created and the details for the outlet have been saved. Repeat this
process for remaining outlets, if required.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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3.2 Viewing outlets
To view outlets, follow the procedure below.

1. Select Outlet administration from the homepage.

1800 836 799 Mon-Fri 8am - 8pm Sat 10am - 2pm Welcome Curtis from ‘Aussie Aged Care

Service and Support Portal

Welcome Curtis
ﬂ My Aged Care interactions

Tasks and nofifications Reports and documents Outlet administration

I

Govemment Provider Management System

2. From here, you can view all of the outlets for your organisation.

Outlet Administration

About Aged Care Org (6]

Contact details Organisation philosophy
1 Healthcare Ave Culural speciatestons (2) (£
Al Austrakan Abori hinese, C
SYDNEY NSW 2000 Fioine, Gorman, Gress, mungasien, Rahin, Karen. Lobanese
Macedonian, h Ru: Sertean,
Turkish, Ukrainian,
Relgious speciaisations (2 ) (/
m Baptist, Budanm, Calbdvc. Churches of Christ, Eastern
Judaism, Latter-day
SQIM- LlﬂMln OVW Onhodox. Olhtl Christian, Other Protestant,
Army, Seventh.day

Adventist, Uniting Church
Outlets (32)

Filter by

Outlet A Outlet C
Oultet 1D Outlet ID Outtet 1D Outlet ID Outiet 1D OutletID
Conlact John Tester Contact NE Contact NanE
Phone PHONE NUMEER Phone FHONE NUVBER Phane FHONE NUVEER
Emai EMAL ACORESS Emait Emad
Website not avadatie Websie Vievste

/7 ) Verified Specialsations(s. (?) Venied Speciaisations(s) () Venfied Spaciaksations(s)

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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3. You can sort and filter your outlets by outlet name, outlet status, support type, or verified
specialisation,

0 Outlet administration

About Stardew

Contact details Organisation philosophy
XX Street Name, SUBURE, STATE, Cultunl socifizstiors (7
POSTCODE
Boligicus soecfications | 7
Outlets (1)
Filter by
Ot Narme Chuthet Status - Suopost Type -

‘ariad Specialisalion|s)

Aboriginal and Tores Strait Islarder persons, including Stolan Generasons

Vilerares of war witcws

Paopla freem cullurally. atfnicaly and inguistically dvaess [CALD) baskgrounds

Pacala who Bha hrancially of sacally dasdvanlagad

Feople who ane eapenencang homelessness of at dsk of experiencong homelessness

Parents and children who ere saparated by lorced adoglion or removal

Care Maviers, inclioing Fongotion Australians and iormae chio migranss placad in out of homa cans
« [Pacoka who e in nunal. remoie oF Vary remots ress

A7 Lesbion, gay. bissxual, iransiirensgende: or infarsas or olher seausl crenialiors of ane gencer divens
Of bodity dheane

When you expand an outlet tile, any current verified specialisations for that outlet appear in a
list.

Stardew Valley Care

1 ATUBAG
1-ATUSMAD
1-ATLIA
1 ATULAG
AT

# Pogls wha ar b o wacialky dis gad

- 'Propia whi 3 eepesenong homelesaness of o risk of
suparsncing homissansas

< RN O Wl wilews

3.3 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.

3.3.1 Add/edit cultural specialisations

1. In the View Outlet page, select the Edit icon next to Cultural specialisations to select
those groups that you have a focus on providing culturally specific care to.

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

About OQutlet A

) 7
Address - Contact Detalils
XX Street Name, SUBURB, STATE, HNarmi HAME
POSTCODE Phone: PHOMNE NUMEER
Fax
Email EMAIL
Organisation philosophy Websie

Cultural specialisations (7 ) (/)
Karen, Tongan, Turkish
Religious specialisations (7 (#) s it at H ici
&)@ upport at Home pricing
Support at Home pricing URL

®

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.

Cultural specialisations

Please select all supported cultures and press Save when finished
Most selected

[J Bosnian Chinese [J croatian
[ Dutch ] Egyptian [ Filipino
German [ Gresk [ Hungarian
[J indian [ italian [J Lebanese
] Macedonian [ Maltese [ Polish

[J Russian [ serbian [J sri Lankan
[J Ukrainian [J vietnamese

Alphabetical listing

%@@@@@@@@@@@@@@@@@@@@@@

[ Australian Ausiralian Aboriginal [ Australian South Sea Islander
[ Austrian [] Albanian ] Arab

[J Algerian [J Assyrian [J Anglo-Burmese

[J Acehnese ] Anglo-Indian [] Afghan

[J Armenian [ Azeri [ African American

[J American [ Argentinian [J Akan

[ Acheli [ Afrikaner [ Angolan

] Amhara

SAVE AMD APPLY TO ALL OUTLETS SAVE AND DON'T APPLY TO ALL OUTLETS CANCEL

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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3.3.2 Add/edit religious specialisations

1. Select the edit icon next to Religious specialisations to indicate if you have a focus on
delivering care that aligns with particular religious needs or values.

View outlet

About Outlet A

'\;‘/' |:I:|
Address - Contact Details -
XX Street Name, SUBURE, STATE, Name NAME
POSTCODE
Phone PHOME NUMBER
Fax
Email EMAIL
Organisation philosophy Website
Cultural specialisations ‘3} (}‘“.
Faaren, Tongan, Turkizh -
e - @
Religious specialisations (2 &) SUppOI"l at Home pricing =
Anglican, Islam, Judaism, Uniting Church Support at Home pricing URL,

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.

Religious specialisations

Please select all supported religions and press Save when finished
Most selected

Anglican [] Baptist Buddhism

[ catholic [ Churches of Christ [J Eastern Orthodox
Hinduism Islam [] Jehovan's Witnesses
O] Judaism [ Latter-day Saints [ Lutheran

[] Oriental Orthodox ] Other Christian [[] other Protestant

[ Pentecostal [ Presbyterian and Reformed [ salvation Army

[] seventh-day Adventist ] uniting Church

Alphabetical listing

%@@@@@@@@@@@@@@@@@@@@@@

[] Anglican Church of Australia [] Anglican Catholic Church [ Armenian Apostolic

] Assyrian Apostolic [] Assyrian Church of the East [] Ancient Church of the East

[] Albanian Orthodox [] Antiochian Orthodox [[] Apostolic Church (Australia)

[] Assemblies of God [J Aboriginal Evang. Missions [[] Apostolic Church of Queensland
[] Aust. Aboriginal Trad. Religs. [] Ancestor Veneration [C] Animism

[] Agnosticism [] Atheism

SAVE AND APPLY TO ALL OUTLETS SAVE AND DONT APPLY TO ALL OUTLETS CANCEL

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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3.4 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:
e Aboriginal and Torres Strait Islander persons, including the Stolen Generations
e Veterans or war widows
e People from culturally, ethnically, and linguistically diverse (CALD) backgrounds
e People who are financially or socially disadvantaged
e People who are experiencing homelessness or at risk of experiencing homelessness
e Parents and children who are separated by forced adoption or removal

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

e Lesbian, gay, bisexual, trans/transgender or intersex or have other sexual orientations or
are gender diverse or bodily diverse

e 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:

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

@ (nactive) Outiet 1d ABC123 ACTIVATE OUTLET | REMOVE OUTLET

View outlet

About Aussie Healthcare

@ _ @

Address - Contact Details N
¥X Street Name, SUBURE, 5TATE, Name MAME
POSTCODE Phone: FHONE NUMEER

Fax

Email EMAIL
Organisation philosophy Website
Cultural specialisations :—‘} .#::
Maltese, Ukrainian .
Religi ialisations (7 (#) - @

eRpIoUs specialssiona ) 1) Suppon at Home pricing

Catholic, Hinduism, Istam, Judaism Support st Home pricing URL: URL

ADD ACFI CONTACT

Current Specialisation Verifications

There are no curment
specialisation verifications to
display.

Changes to Specialisation Verification

More information about applying for verification can be found on the
Department of Health, Disability and Ageing About Specialisation
Verification webpage

MANAGE VERIFICATIONS

VIEW SERVICE ITEMS

Once an outlet has at least one current verified specialisation, the View Outlet page displays the
specialisation name, verification date and validity period.

Current Specialisation Verifications

Valid
Specialisation from Valid to
Aboriginal and Torres Strait 20 Aug 2026 20Aug 20 Aug
Islander persons, including Stolen 2026 2029
Generations

Changes to Specialisation Verification

More information about applying for verification can be found on the
Department of Health, Disability and Ageing About Specialisation
Werification webpage.

MANAGE VERIFICATIONS

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

Aboriginal and Torres Strait
Islander peoples and
communities

Veterans

People from culturally and
linguistically diverse (CALD)
backgrounds

People who are financially
or socially disadvantaged

People who are homeless or
at risk of becoming
homeless

Parents separated from
children by forced
adoption/removal

Care leavers

Lesbian, gay, bisexual,
transgender and intersex
(LGBTI) people

People who live in rural or
remote areas

2025 Specialisation Verification
Framework — Specialisation

Name

Aboriginal and Torres Strait
Islander persons, including 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
other sexual orientations or are
gender diverse or bodily diverse

People who live in rural, remote or
very remote areas

Displayed Specialisation
Name

Aboriginal and Torres Strait
Islander persons, including
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
other sexual orientations or are
gender diverse or bodily diverse

People who live in rural, remote
or very remote areas

I 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.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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3.4.1 Verified specialisations and service items

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

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
« Aboriginal and Torres Strait Islander persons, including Stolen Generations

3.4.2 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:

e |odge a new application to be assessed by the department.

¢ View and manage application(s) submitted

o View finalised applications

3.4.3 Managing applications

You can manage specialisation applications from the Manage Specialisation Verifications page
‘Applications’ tab to:

e View draft, in-progress and re-issued applications.

o Delete draft applications by selecting the Delete I‘“ﬂ*’l icon at the top right corner of the
application’s card. Deleting a draft application will remove it from your Applications in
progress view.

=y
o Withdraw submitted applications by selecting the Delete ‘“EIL 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.

e View a read only version of your finalised or withdrawn applications.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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MAME
(7 iAcsn) Outiet 1 Dutlet D

Manage Specialisation Verifications

Lodge a new application

Far mam infarmation on how o apply 9 have your daims of delivering specaleed cae verfed, vsil the
Deparment of Health, Deability and Ageng About Spec rification webpage.

Here yeu wil find e My Aged Cane Provider Specinlssion Wesficalion Framework, Detsiled Evidenca
Requrermants ard 5 Provider Guidarca Manual |6 sugort your appbcabon

LODGE A NEW APPLICATION
m Vel

Applications in progress

et applisatene and wubrmitind for aepnErmerd 2 displayd i pecan

Apphication 2-APPLICATION ID Application 2-APPLICATION ID

+ Prosin whe s Erancially or socaly
mimadvariagnd

o Dt E submines

Finalised applications

Firsksed snd withdiswn applcatons o Saplayed n this secion

Filter by @
Appkestion 1D Suibwrited date « Submited by Fralised dats Saabi Achion

f_:l Application ID 30 Sap 2026 HAME 30 Sop 2006 Apglication inaksnd

(") Application ID 22 Sap 2026 NAME 72 Sap 2026 Apglication inaksed

(.31 Application ID 18 Sap 2026 MAME 6 Sop 2008 Aplisation Erabaed

3.4.4 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).

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

About Aussie Healthcare

Contact details Crganisation philosophy

1 Parliamen Mouse Road Culural specialsations | 7 ) ."j--
CANBERRAACT 3501 bl

Reagious s-peuuls-nm:lfgf- '__J"

A

Suppart at Home organisation pricing (&)
Make changes 1o Suppdl &l Home sSaics pAang acrosd all managed
outlets

Outlets (53)

AR NEW DITLE

Filter by

Sart order
w2 - I

Currant soit onded i A-Z

et I OuTLETID Ot |0 CUTLET IO Outiet ID OUTLET IO

Contact CONTACT Conlact CONTACT Conact CONTACT

Phahe PHOME HUMEER FPhae PHONE HUMEER Proars FHOME MUMEER

Emai EMANL ADDREES Emal ERAIL ATORERE Ermuaal EMANL ADORERS

\Wedisila nol availania Websie reoit availabile
Wetrite WEE HTE

I (+") Vertfied Specialksations(s) I

I':.":-\"mlhd Specialisationsis] I

r."_'__-Wnlpc Spacialisaliongis) I

Q==

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’.

2 ie Heal Balli
Cullet 1D OUTLET ID Cwllel 1D OUTLET ID
Cantact CONTACT Canact CONTACT
Fhon PHOMNE NUMBER Fhone PHOME NUMBER
Email EMAIL ADDRERE Email EMAR ADDRE B3

Wiehsile Aol available
Websde WEEITE

—_ (#¥) veriied Speciaizations(s)
(+*) Verified Specializationss) - o ) )
- * No current specialisation verifications Tor this
« Aboriginal and Torres Strait Islander persons, outlet

including Stoelen Generations

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 20
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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.

Manage Specialisation Verficafions

Lodge a new application

For more information on haw to apply to have your clasms of delivering specialised care
veriied, visit the Depariment of Health, Disability and Ageing's About Specialisaton
Verificalion webpage:

Here you will find the My Aged Care Frovider Specialisation Venfication Framework, Detailed
Evidence Requirements and a Provider Guidance Manual to suppod your application

LODGE A NEW APPLICATION

Applications Verifications

Filter by
Walid from
Specaksaton - Application 1D
From. (E) To {’n}
g Sy ” B S
Valid to

Application 10 Valid from Vaiid o
Aboriginal and Torres Strait Islander persons, imcluding Stolen Generations Applicstion ID 20 Aug 2026 20Aug 2026 20Aug 2029 e Current
St
Paople wha Fve in rural, remote or very remate areas Application ID 28 Feb 2023 28Feb 2023 28Feb2026 = Expired

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.

Filter by
Valid from
Specialisation
People who live in rural, remote or very rer »  Application ID From:
01/01/2025 To:
(e.0. da/mmiyyyy)
Valid to
From:
01/01/2026 To:

(e.g. ddimmiyyyy)

FILTER | CLEAR

5. Toremove a specialisation, select the Delete icon. You can remove specialisations
with a status of Current or Expiring Soon.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 21



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

®

Applcation [0 Finakaed date = Wabd Inom Valid o

Aboiiginal and Tores Sirail lslander persons, including Stelen Generalions  APPLICATION ID 20 Ausg 2026 20 Ang 2036 20 Aug 2029 = Curent -

People whao lne in rural, remote o wery remale aneas APPLICATION ID 28 Feb 2023 26 Feb 2023 28 Feb 2086 = Expired

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.

Remove Specialisation

Are you sure you want to remove Aboriginal and Torres Strait Islander persons, including Stolen Generations?

Once removed, it cannot be reinstated and you will need to re-apply to be verified again.

3.4.5 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.

Current Specialisation Verifications

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, Disability and Ageing
About Specialization Verification webpage.

MANAGE VERIFICATIONS

3. Select LODGE A NEW APPLICATION.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 22
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#& Home | Outlet administration | View outlet - Aussie Healthcare - Adelaide | Manage Specialisation Verifications

Aussie Healthcare - Adelaide

(O (Active) Outlet Id ABC123

Manage Specidlisation Verifications

Lodge a new application

For more information on how to apply to have your claims of delivering specialised care verified, visit
the Department of Health, Disability and Ageing's About Specialisation Verification webpage.

Here you will find the My Aged Care Provider Specialisation Verification Framework, Detailed Evidence
Requirements and a Provider Guidance Manual to support your application.

LODGE A NEW APPLICATION

Verifications

Applications in progress

Draft applications and applications submitted for assessment are displayed in this section.

No applications in progress

There are no applications in progress for this outlet

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.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 23
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Status: Reissued

Verification of Specidlisations Application Form

o

o ®

Information

01
Information

Thiz slep pravides information an how i procesd with your apolication.

Far mare infarmaticn on baw 1o apply b have your daims of duhvl:rng specialised care verfied by the
Department af Health, Disability and Ageing, vt the lion webpage.

ian requires its own

Outlets con apply for more than ane specialzation calegry par oullet. Each sp
Fr ark prior Lo applying.

specific application. You are required Lo review the 5

Specialisation Vesification is for aged care providers dl.-lwl.-nrg targeted senices i  swediic cabart or
cammurity graus, Speciakzalion Veriication is not intended for praviders in the process. of develaping o planming
to deliver specialised cane.

{03
Ay

Applcation S

cialisation

Purpose of thia form
This foern i intenced for aged care senice providers (o apply b have their specaisation verified under the
‘Specialisation Verificaion Framework.

Aged care providers that defiver specakised care can apply 1o have teir claims verified by the Department of Health,
Disadifty and Ageing.

Far mare infarmalion sboul Speciakzaticn Verfication, isil e Abaut Spe
Depariment af Heallh, Dizatilily and Ageng weksite.

‘What da | need to do to apply to have my spacialization clalm verifled?

an Venficalion page on e

Camgilete this online applicatian form if you wish o have your claim of delivering specialised core displayed an your
My Aged Care autiet profike.

Defvering speciised aged car services is valurtary. Virification is also voluntary, however § providers wish
claim o specislise on My Aged Care, they will meed fo b these chims verified. To daim specilisation, aged care
praviders are expected (o slready be delivering targeted services to a specific cobart. or community graup.

Aged care providers will need I upload evidence of claims which will be reviewed by he assessment mam.

The: citesias you need Io meet io demansrate you provide specialised services are set out in the Specisistion
Verification Framework.

You are reguired 1o review these resources before starting your spplication. They cutine the evidence you need to
upload with your spplicaian, including whit canstitutes tier 1 evidence or fier 2 evidence.

Verified specilisatians will remain valid for three years. You will be nedfied 3 months prior o the expiry af your
warified =peciabzation. You will then nesd o reapoly 1o have your specialisation daim verified.

Privacy and your personal Infermation

our persaral infamation is protected by kaw, including the Privacy Act 1988 and e Austradian Privacy Princiales.
and is being collected by the Australizn Gavernment Deparment of Health, Disability and Ageing (lhe depariment)
for thee primary purpase of verifying the eligibility of aged care providers against the crileria zel out i Se
‘Specialialion Verilicaion Framework \oensune tat aged care provider profiles on My Aged Cane reflect informatian.,
which is accurate and relevant, for the purpases of providing aged cane recipients and their repressntatives with
specakzed serdoes. Your information may alse be used and disclosed for other purposes such as delivering and
myaluating the initiative and for statisticsl, parformancs, policy development and reseanch purposss.

The: department will not disclose your personal information o any averseas recipients.
1 yona s st prowices s infarmastion the department wil be unabile 1o verify the sigbiity of your spplication.
You can get mare infarmeation about e way in which |hc dr:u.mmnnl

mange your personal information,
wark_

inchuding our privacy poiicy faund in the Spec
Mars Information

can b found an the Depariment of Health, Disahiity and Ageing

webpage.
I oo hisve general gueries in rebation i Specislsation Verificalion o quesions relating o an exising apalicion,
Blease email the sssessmen tsam = MACmecat=lion@healib.gov.au.

Reviaw of declzion

Shauld yeur appication be unsucoessh, you are entiled o appeal he Sacisin.

Pl contact the asseszment team via emal b MACspecilisation @ gavaau i you wish b iniliale a review.
Aged care providers' claims of pr care will by ind werified based an the information
submilted against the Specialisation Verification Framewark. B a provider makes an application (o be verified o
praviding specialised care and it is determined that #iey do nol meel the Framewark requirements, it does nat
necassarity mean they do not provide this specialsed care.

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.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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(01} {03 ) { 04 ) [ 05 )
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Information Choose specialisations Application Service items applied to Declaration

specialisation

02

i Only one specialisation can be selected per application
Choose specialisations

All fields marked with an asterisk (*) are required.
Please select the specialisation you want to verify for this outlet. Each ) i

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 L e
outlet is currently being assessed by the depariment Choose one or more specialisation for verification

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

For more information on how to apply to have your claims of providing O Aboriginal and Torres Strait Islander persons, including Stolen
specialised care verified by the department, please visit the About Generations

Specialisation Verification page on the Department of Health, Disability and

Ageing website. ® Current

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

O People who are financially or socially disadvantaged

& Expired

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.

(® Aboriginal and Torres Strait Islander persons, including Stolen
Generations

& Current

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.

=t

You can withdraw this application prior to submission for
assessment with mo 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.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Status: Draft

f/’_-‘\\ f/’_-h\\ f/’_‘\\ f/’_-‘\\
(01) (02) (04) [ 05)
Ry S S R
Information Choose specialisations Service items applied to Declaration

specialisation

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

Application backgrounds

Step 1: Download Specialisation Evidence Form
In order to complete you application you will be required to B N o .
In order to apply to have your claims of providing specialised care verified by the

» Download and complete the relevant Specialisation Evidence Form, department, you will need to download and complete the People from culturally,
ensuring you complete each section associated with the criteria you wish ethnically and linguistically diverse (CALD) backgrounds Specialisation Evidence
to be assessed against. Note that you must select the required number of Form.
criteria for the relevant specialisation.

» Upload the completed Specialisation Evidence Form by selecting 'Upload DOWNLOAD FORM (2

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 Step 2: Upload completed form and supporting evidence

screen panel to the right. Upload a completed People from culturally, ethnically and linguistically diverse
All documents must be in PDF file format and not exceed 10MB in size (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

For a full list of the criteria and evidence requirements, please visit the About
Specialization Verification page on the Department of Health and Aged Care
website

PROVIDE EVIDENCE

Additional information

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

° Additional Information:

e
0/ 1000

CLOSE SAVE PREVIOUS

| 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:

o This example shows an information banner to guide selection of ‘one’ specialisation
per application.

1 Only one specialization can be selected per application.

e 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.

Step 03: Application

x You have not met the minimum critenon requirements in step 3 of the application.

a) Select DOWNLOAD FORM to download the evidence form. Complete and save the form
before you continue.

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

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.

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

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

Evidence of specidlisation

»

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

Select evidence form or criterion you wish o be assessed against *
I Specialisation Evidence Fom‘l:I’eopIe from culturally, ethnically and linguistically diverse (CALD) backgrounds -

The following evidence is required to support this criterion.

Provide the required information for your selected criteria in the People from culturally, ethnically and
linguistically diverse (CALD) backgrounds form.

=t o

Please ensure you have removed any individuals’ names from evidence provided, except where explicitly
requested. Leave the section relating fo other criteria blank

Evidence Document(s) *

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

Mo file chosen

4

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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CALD TIER 2 CRITERION EXAMPLE

Evidence of specialisation

[

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

Select evidence form or criterion you wish to be assessed against *

Tier 2 - Criterion 1: fC2.1] Provider is run by a recognized CALD community organisation (if applicable). -

The following evidence is required to support this criterion.

< Describe the CALD community organisation’s historical and current involvement, engagement, and services to
1 the community. Include confirmation of the organisation’s recognition as a CALD community organisation, and
identify the specific cultural communities served.

Evidence Document(s) *

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

CHOOSE FILES  |§Mo file chosen

4

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.
e 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.

| Ifall 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.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Step 2: Upload completed form and supporting evidence *

Upload a completed People from culturally, 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

A You have not met the minimum criterion requirements.

Evidence document(s)

Specialisation Evidence Form : People from culturally, ethnically and )
linguistically diverse (CALD) backgrounds ——
(¥ Evidence required to support this criterion

ALD Form.pdf
Tier 2 - Criterion 1 : [C2_1] Provider is run by a recognised CALD ,fj:]“',
community organisation {if applicable). e

-

| ;‘:} Evidence reguired to support this criterion

Describe the CALD community organisation's historical and current
involvemnent, 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.

.

.i@. CALD Tier 2 Criterion 1 File. pdf

PROVIDE EVIDENCE

e) If needed, enter any extra information in the Additional Information field.

f)  Select NEXT to continue.

Additional information

Use this selection to communicate any additional information to support your application to the department

Additional information:

0/500

‘ CLOSE H SAVE H PREVIOUS ‘ NEXT

8. The Step 04: Service Iltems 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:

e The program types linked to the outlet, such as Support at Home and the

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Commonwealth Home Support Programme (CHSP) and Residential Care.

e The service items available under each non-Support at Home program type , such as
Social Support Individual, and Meals.

e Asingle service item called ‘Support at Home’ for Support at Home program type.
e The NAPS Service ID for each service item.
e 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.

Verification of Specidlisations Application Form

Status: Draft
TN N TN N
[ 01} [ 02 } { 03 ) @ [ 05 )
S Ry NS A

Information Choose specialisations Application Sermvice ltems applied to specialisation Declaration

04 Aboriginal and Torres Strait Islander persons, including Stolen Generations
Service items applied to specialisation

Displayed are the program types and their operational and oﬁhne serwce |Iems associated wrlh this Outlet services items
outlet (these may change over time). If your Speciali tion is app d, the
specialization will apply to all program types and service items for this oullet

{;:3 Residential Care

However:
= Only service items that are currently operating need to keep meeting the specialisafion Residential Permanent
requirements for the entire verification period (3 years). NAPS Sarvice ID 104 , Service item name:McLean Care Ltd

= These operational service items are the only cnes shown on the My Aged Care website.
Senvice items that are inactive or offline will not appear.
If your outlet can no longer meet the speciali isation must remove the Residential Respite Care
specialisation. You can do this via the Service and Suppurl Portal or by ema\llng NAFS Service ID 104 |, Service item name:Melean Care Ltd
MACspecialization@health.gov.au

CLOSE SAVE PREVIOUS m

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.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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f/’_-\-\\ f/’_-\-\\ f/’_-‘\\ f/’_-h\\

(01 { 02 ) { 03 ) { 04 )

N A S S

Information Choose specialisations Application Service items applied to
specialisation

05 All fields marked with an asterisk {*) are required.

Declaration P

Before you can submit your application, you must: |, applicant *
+ upload a complsted Specialisation Evidence Form to your application, Jeclare hat the intormation provided as part of this application is true and correct to
= upload any mandatory supporting evidence specified against the criteria you the best of my knowledge.

have nominated within your application, and;

« complete the declaration on this page. = | 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 efforis to

For more information on the verification process, please visit the About Specialisation maintain the specialisations through adherence to the requirements set out by the
Verification page on the Department of Health, Disability and Ageing website. My Aged Care Provider Specialisation Verification Framework_ In the event that
this specialisation cannot be maintained, a ref ive of my organisation will

remove this specialisation through the My Aged Care Service and Support Porial
or inform the Department of Health, Disability and Ageing at
MACspecialisation@health.gov.au.

| understand that if | wish to reinstate this specialisation, | will need to re-apply for
verification by the assessor.

| understand the steps outlined in the Information Page.

« | understand that | will 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 Verification Framework.

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

CLOSE SAVE PREVIOUS

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.

Step 03: Application

x You have not met the minimum criterion requirements in step 3 of the application.

RETURM TO STEP 3

14. Your application will appear in the Manage specialisation verifications page under the
‘Applications’ tab.

FYRTSO Tl erifications

Applications in progress
Draft applications and applications submitted for assessment are displayed in this section

yplication 2-APPLICATION ID

Submitted date: 19 Aug 2026
Submitted by HAME

Contacli emall. EMAIL ADDRESS

Specialisations applied for
o Aboriginal and Torres Strait Islander
persons, mcluding Stolen
Generations

X Submitied

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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3.4.6 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.

Current Specialisation Verifications

There are no current
specialisation verifications to
dizplay.

Changes to Specialization Verification

More information about applying for venfication can be found on the
Department of Health, Disability and Ageing About Specialization
Verification webpage.

MAMAGE VERIFICATIONS

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.

Applicati -Application ID

Provider action required
i You need to make changes 10 your appication and resubma

within 10 days

Submitted date: 07 Oct 2026
Submitted by NAME
Contact emaill  EMAIL

Specialisations applied for

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

© Reissued

If the application is not resubmitted during this period, the information banner will display an
‘overdue’ status message.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Application 2-Application ID

Provider action requined
Applcation resubmission is overdue by 11 days

Submitted date: 10 Sep 2026
Submitted by: MNAME
Contact email: EMAIL
Specialisations applied for

o People who are experiencing

homelessness or at risk of
experiencing homelessness

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.

Action required
“You need to make changes to your application and resubmit within 10 days

Only the specialization that you are required to action iz shown below.

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.

Action required
Application resubmizsion overdue by 11 days

Only the specialisation that you are required to action is shown below.

7. Review the assessor’s instructions and provide the requested evidence.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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People whao live in rural, remote or very remote areas MOME INFORMATION REQUIRED

tep 1. Downikoad Speclallzation Evidencs Form

In arder ko apply to have your chaim of providing specislised care verified by the depatmant. you will nesd to download and complete the People wha live in rural, remate ar very remote aneas Spacialisation Evidence
Farm.

[

Shap 2: Upload complated form and supporting avidence *
Upioad & completed People wha lve in rural, remeés or very remole amsas Specaksation Evidencs Form.

fou must also select the criteria that you meet for this specialisstion and pravide the reguesied supporfing evidence. For this specaisalion you must meet 008 of the Tier 1 oilenz or W of the Tier 2 oileda

Evidence dacumant|s)

Speciallsation Evidence Farm - People wha live in rural, remote or very remate areas

-

e 5 N
(") Evidence required to suppart this criterian

Tier 2-Criterion 2 - [R2:2) There are estabizhed connectians and regular engagement belween the cullet and local gavernment. local health service{x} or ather local organisatan(s) which assisis
pecple wha live in rral and remale aneas.

(") Evidence reguired ta sumpart this criterian

Addltianal Information

Use this section to communicate any addiional information o suppart your application to the department.

s~
071000
' _\I ol a
P————
S i Cameron,

We nered RZ3 Criterion submitted again as it is MOT werfied.
Faints below o be noted:

Give full detais

Provide alichments cormectly

Test UAT

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.
3.4.7 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.

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

Applications in progress
Dvaft applications and applicaions submitted for assessment are displayed in this section

APPLICATION 1 - APPLICATION ID APPLICATION 2 - APPLICATION ID

Submitted date: - Subvmined date: 30 Awg 2026
Contact sl . Submifiad by NAME

Contact emal.  Epan ADDRESS

Specializations appliad for

] Peuqia_kmcunuah ethnically and Spea g apphed fo
;ﬁmﬂu:dysﬁuw (ALY People who are financially or socially
el disadvanaged
& Deait X Submied

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.

. Verification of Specidlisations Application Form

Status: Submitted
0 (02 (03 (04)

m Choose specialisations Application Service items appiied 1o specialisation Dedlaration

01

Purpose of this form
Information

‘This form is intended for aged care service providers to apply fo have their specialisation verified
under the Specialisation Verification Framevrork.

Aged eare providers that deliver specialised care can apply to have their claims verified by the

This step provides information on how to proceed with your application.
For more information on how 1o apply to have your claims of delivering specialised care verified by

the Department of Health, Disability and Ageing, visit the About Specialisalion Verification Department of Health, Disability and Ageing.

webpage. For more information about Specialisation Verification, visit the About Specialisalion Verificalion page
Outlets can apply for more than one specialisation category per outiet. Each specialisation on the Depariment of Health, Disability and Ageing website.

requires s z\’\irsrslgeacpmpc‘;’?;ucanon. You are required to review the Specialisation Verfication What do1 nesd to do to apply to have my spscialisation claim verified?

Specialisation Verfication is for aged care providers already delivering targeted services o a Complete this online application form if you wish o have your claim of delivering specialised care
‘specific cohort or community group. Specialisation Verification is not intended for providers in the displayed on your hy Aged Care ouilet profile:

process of develaping or planning o deliver specialised care Delivering specialised aged care services is voluntary. Verification is also voluntary, however if

providers wish to claim o specialise on My Aged Care. they will need fo have these claims verified.
To claim specialisation, aged care providers are expected o already be delivering targeted services:
10 a specific cohort or community group.

Aged care providers will need to upload evidence of claims which will be reviewed by fhe assessment
team.

The crileria you need fo meet you provide i are set out in the
Specialisation Verification Framework.

You are required o feview these resources before starting your appiication. They outine the
evidence you need to upload with your application, including what consitules fier 1 evidence or fier 2
evidence

Verified specialisations will remain valid for three years. You will be nofified 3 months prior to the
exDll!‘ of your verified specialisation. You will then need to reapply to have your specialisation claim

Privacy and your personal information

‘Your personal information is prolected by law, including the Privacy Act 1938 and the Australian
Privacy Principies, and is being coliected by the Australian Govemment Department of Health,
Disability and Ageing (e depariment) for the primary purpose of verifying Ihe eligibility of aged care
providers against the criteria set out in the Specialisation Venfication Framework o ensure that aged
care provider profles on My Aged Care reflect informalion, which is accurate and relevant, for the
purposes of providing aged care recipients and their representatives with specialised services. Your
information may also be used and disclosed for olher purposes such as delivering and evaluating the
iniiative and for statisfical, ‘policy

The depariment wil not disclose your personal information fo any overseas recipients.
If you do not provide this information the department will be unable to verify the eligibiity of your
application

You can get more information about the vay in which the depariment vill manage your personal
information, including our privacy policy found in the Specialisalion Verification Framework.

More information

Wore information about be found on the of Health,
Disability and Ageing About Specialisation Verificalion webpage.

If you have geﬂeral quem in le\alum to Specialisation Verification or questions relanng to =

existing applical
‘Should your anplu:almn be unsuccessful, you are entitied to aupea\ the decision.
Please contact the team via email to MAC: gov.au if you wish fo

iniliale a review.
If you are unsatisfied with the result of the review, you may contact the department by emailing
ageing and diversity@heallh gov.au.

Aged care providers' claims of providing specialised care will be reviewed and verified based on the
information submitted against the Specialisation Verification Framework. If a provider makes an
application to be verified as providing specialised care and it is determined that they do not meet the
Frameork requirements, it does not necessarily mean they do nol provide this specialised care.

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.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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4. Select SAVE to save your application. Select CLOSE to return to the Manage
Specialisation Verifications page.

Verification of Specidlisations Application Form

[Status: Draft
(or) @ (03) (01 (05)
AN N AN N
Information Choose specialisafions Application Senvice items applied to specialisation Declaration
02 ‘
1 Only one specialisation can be selected per applicafion.

Choose specialisations

Please select the specialisation you want to verify for this outlet. Each specialisation listed shows
its cumrent verificafion status for this cutlet. You can't select a specialisation if an application for
that same specialisation and same outlet is currenfly being assessed by the depariment.

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

For more information on how to apply to have your claims of providing specialised care verified by
the depariment, please visit the About Specialisalion Verificalion page on the Depariment of Aboriginal and Torres Strait Islander persons, including Stolen Generations
Health, Disability and Ageing website. o Current

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

Choose one or more specialisation for verification *

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

People who are financially or socially disadvantaged

Verification in progress

Veterans or war widows
Not Verified

People who are experiencing homelessness or at nisk of experiencing homelessness

Mot Verified

Care leavers, including Forgoften Australians and former child migrants placed in out of
home care
Mot Verified

Parents and children who are separated by forced adoption or removal

Mot Verified

Lesbian, gay, bisexual, transfAransgender or intersex or other sexual onentations or are
gender diverse or bodily diverse
Mot Verified

People who live in rural, remote or very remote areas

 Expired

CLOSE SAVE PREMIOUS

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.

Finalised apphcations
Fenalinad ared wiltdvasn apobobors sre deplayed e this sechon

Fitter by

Adion

| ) JappLicamion o 19 4ug 078

Speciahinahony appled o
Aborignal and Torees S2rad inlandes panons. nchading Soken Gamsrationy £ ierdcabon suctasaful
¥ APPLICATION ID 8 Feb 2023 78 Feb 2023 Apphcaton naksed Yitws Jpboabon

5. You can view all pages of your application. Select PREVIOUS or NEXT to move between
pages.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 36
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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.

i) Verification of Specidlisations Application Form

Status: Application finalised

(01 (02) @ (04) (05)

Informaticn Choose specialisations Applicafion Service items applied fo specialisation Declaration
03 Aboriginal and Torres Strait Islander persons, including Stolen
Application Generations

~ B Step 1: Download Specialisation Evidence Form
In order to complete you application you will be required to:
In order fo apply m have your claims of prmﬂdlng specialised care verified by the depariment, you will

= Download and complete the relevant Specialisation Evidence Form, ensuring you complete need to the and Torres Sirait Islander persons, including Stolen
each secfion associated with the criteria you wish to be assessed against. Mote that you Generations 5pec|al|sa1mn Evidence Form
must select the requlred I\lebEI' of cnlena for the relevant specla\lsaton

= Upload the plet p Form by sel g "Upload File' in the screen DOWNLOAD FORM (2

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. Step 2: Upload completed form and supporting evidence *
All documents must be in PDF file format and not exceed 10MB in size. Up\wd_a cgrnp\ei_ied Aboriginal and Torres Strait Islander persons, including Stolen Generations
For a full list of the criteria and evidence requirements, please visit the About Specialisation DRI TE AT
1 page on the D of Health and Aged Care website. You rnust aJsa seled the criteria 1|1a| yuu meet for this specialisation and provide the requested
For this you must meet one of the Tier 1 criteria or four of the
Tier 2 criteria

Evidence document(s)
Specialisation Evidence Form : Aboriginal and Torres Strait Islander persons, including
Stolen Generations

E’:“l Evidence required to support this criterion

Sample File pdi

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

AR ks, Mt wilh 4 astansh (') e Sequied

Services to 1pply specialisation 1 e

Culturaity and Uinguistically diverse

Services 10 2pply NS speciatination
s exScate befow aieh of T arvoes MAcCatng wilh 138 el lave spechc matmm © (808 1) spor!

Cauraty ardd SQINOCHly Srverss SeOSIAton UDON Sperovil of yous sOpcaton e vedfCaton wil
Sunormatcaty 16 503N 1) T Necied serviels) 00 Dusshed o0 e My Aget Care webste

Outiet services

Oc Mome Suppont Progs i mizcTeD

NAPS Service ID NAP S 1D Service o fame: lealds

6 Revcental Core &1 sircten

NAPS Service 1D NAP B DL Servce e name NAME

7. You can also filter applications. To filter the list, select the Expand icon. You can filter by

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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specialisation, application date, and validity date. Select FILTER to apply your chosen filters.

Filter by =)

I

- alid from
Specialisation

People who live in rural, remote or very rer »  Application ID From:

01/01/2025 To:

(e.g. ddimmdyyy)

Valid to

From:

01/01/2026 To:

(e.q. dd/mmdwyy)
FILTER | CLEAR

4 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:
e Service sub-types, for non-Support at Home programs
e Services, for Support at Home
e Service types, which are groupings of Support at Home services
e 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.

4.1 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.

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

About Caring People

Outlets (1),

Filtar by

Caring People East

Owet IO OUTLET ID
Gt MAHE

PFrone PHOME NUMBER
Fread EHAL

2. From the View outlet page, select VIEW SERVICE ITEMS.

View outlet

About Aussie Healthcare

@ @

Address % Contact Details =
ADDRESS Name: NAME

Phone: PHONE NUMBER

Fax

Email EMAIL
Organisation philosophy Website:
Cultural lpocialiunms‘j;‘ 'f‘
Religious specialisations () (/) )

Support at Home pricing
Support at Home pricing URL: WEBSITE

Current Specialisation Verifications

There are no current verified diverse
need specialisations to display.

Changes to Specialisation Verification

More information about applying for verification can be found on the
Department of Health, Disability and Ageing About Speciaisation Verification
webpage.

I VIEW SERVICE ITEMS I

3. From the View Service Items page, select the applicable Program tab.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 39
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View Service ltems

| [T S AT TR | Fiexible Aged Care Programme | Residential Care | Support at Home

Filter by G

w  Service availability -

Stz
Operational

ADVANCED SEARCH CLEAR FILTERS

Status is Operational

FILTER CLEAR

There are no ‘Operafional’ service items from this programme linked to this outlet. To view service items in other statuses, please adjust the filter

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. Selectthe ADD A SERVICE ITEM button.

View Service ltems
Flexible Aged Care Programme Residential Care Support at Home

Filter by

Status

Offline - Service availability -
ADVANCED SEARCH CLEAR FILTERS
Status is Offline

FILTER CLEAR

5. Select the Program for the service item that you wish to add.

Add service item

All fields marked with an asterisk (*) are required

Select the Programme that applies to this service item * ! - I

The Programme field is required.

m CANCEL

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.

Which of the following applies to this service item?*

® Funded
O Non-funded

6. Select a service inventory item to associate with the service item to be added.

40

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

(@ Add service item

A felds marked with an astersk (") must be completed before submission

[ &tth Home Support Programme

Which of the following appiies to this servics item’?
®Fundsd

© Mon-funded

Fitisrthe lst of avallabbe service ltems by entering full or partal details i the comssponding fiekds below snd selecting the Fiter buton,

‘Service llem name NAPSID  Servieetype

Commonweatth Home Support Programme Aged Care Inc Resphe Services 3131 Cottage Respite ‘Aged Care Planning Region NSW llswrarra 01 Now 2015

Commonweatth Home Support Programme Aged Care Ine Resple Senvices 13m Cottage Resite ‘Aged Care Planning Region ACT AcT 01 Now 2015

\

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.

Add service item

All helds marked with an astensk (*) are required

Select the Programme that appbes 10 Tes service dem *

Support at Home -
Programme Service provider Service dem name NAPSID Service type Start date End dale
® Support at Home AG SAH SP.SSP SAH NAPS ID Support at Home
Service item Name *
|
Please specify Service ltem Name
SAVE

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.

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

Add service item

Al Sgids maried with 20 Firak ) ae fegured

Tt Pa Py g P By W T e e

Ressserta Care -

Whech of T foliowrng a00ies 10 Pus tervice Sem
= Furded
Feon-Sunded

Finet T i1 of avalabie tervice Bems Dy enterng Ul of pardal detalds N T COMESpOndng Selds Dedonw and t4lectng T Fler bulion

R .

Reidental Reipte Care -

Furaies mgon type -

F e rpopor

LR

Ressdental  Caring People Caring People NAPSID mepdestal AgedCare  OLD Bratare 01 Jul
Care Nursing Care Faipte Planfeng Mot e
Care Ragon
Centre

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.

Add service item

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

Sedect the Programme thal applies to this sendce fem *
Support at Home -

Programme Service provider Semvice ilem name NAPSID Semvice lype Starl dale End date

® Support at Home  AG SAH SP-SSP  SAH HAPS ID Support at Home

Service ltem Mamig: *

Please specify Service [tem Name

i
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8. The service item will now display in the Outlet details page under Services.

g'o:.n'nwnly c'znooo respite, Comr ith Home Support Status Service avallabitty

R o
Waitlist avadability

NAPS Service ID 123 _ Service flem name: Cottage Respite Yes

(%) See Sub-types

You have successiully added a service flem fo this outiet

Domestic assistance, Common Ciick on "EGT 10 add service details; expand the service ilem to viewsedt avallabaty
""','“_ d detasts of rernove the sub types avadable, and “Submat lo send the service I No
Ql/ detads that require approval 1o the Depariment for vaidation. You must then

change the status to Operational for the service 10 be published. Approval
process may take up 1o 3 working days 10 compiete

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.

View Service ltems
Flexible Aged Care Programme Residential Care Support at Home

| Filter by (@)
Status
Operational - Service availability -
ADVAMCED SEARCH CLEAR FILTERS

Status is Operational

FILTER CLEAR

Community cottage respite, Commonwealth Home Support

Programme, funded Status . ; Service availability
|/6\\| |/_;’\| Operational Offline No
R

Loddon/Mallee Wattlist availability

MNAPS Service ID 123 | Service item name: Cottage Respite Yes

'i‘:ﬁ' See Sub-types

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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4.2 Editing a service item

You can edit service item details, including:
e Service item name
e Service delivery area

e Specialised services (refer to Editing the Organisation Philosophy)

e Promotional attachments (for residential facilities)
e Support at Home-specific attributes e.g. service-based pricing.
e 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:

I 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.

Outlet Administration

About Caring People

OQutlets (1),

ADD NEW OUTLET

Current sorf order is A-Z

Caring People East

Quilet ID:  2.173456AA

Contact:  John Citizen

Phone: 0991112222

Email john.citizen@emall.cam
Website:

(:‘:I Verified Specialisations(s).

2. From the View outlet page, select VIEW SERVICE ITEMS.

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

About Aussie Healthcare

@ ?

Address = Contact Details =
Address; Name: Aussie Healthcare

Phone: PHONE NUMBER

Fax

Email aussie@aussiehealthcare com.au
Organisation philosophy .
Cultural specialisations () ()
Religious specialisations 7)

Support at Home pricing -2

Support at Home pricing URL: WEBSITE

Current Specialisation Verifications

There are no current verified diverse
need specialisations to display.

Changes to Specialisation Verification

More information about applying for verification can be found on the
Department of Health, Disability and Ageing About Specialisation Verification
webpage.

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 Iltem Example

View Service ltems

Commonwealth Home Suppor Frogramme  Flexible Aged Care Programme  Residenbal Care TSRS

Filter by

Operational w  Senoe type svadabiity -

Status is Operational

Support at Home (c_n status

NAPS Service IDmePs D Service lem name: Healthcare Australia (NSW)
Assistive technalogy

() see service trpes

Home modifications

() See service types

Non-Support At Home Service ltem Example

View Service Items
Flexible Aged Care Programme  Residential Care  Support at Home

Filter b

‘
o =

D c Home Support Programme, funded (Sf(#) ) p.p,c Senvice availabilty  Walist availability

Loddon-Mallee Operational Offline No Yes

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

(%) see Sub-types

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 45



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

4. The Service details page will display.
I 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.

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.

4.3 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.

Aussie Hedlthcare

(@ (inactive) Outtet Id ABC123

View outlet
About Aussie Healthcare

Address - Contact Details
XX Street Name, SUBURB, STATE, e MAME

POSTCODE
Phone PHOME HUMEER
Fax
Email EMAIL
Organisation philosophy Website:
Cultural specialisations 7 J
Maltese, Ukrainian
Religious specialisations (7] (#) Support at Home pricing

Catholic, Hinduiem, lelam, Judaism Support at Home pricihg URL: URL

Current Specialisation Verifications

There are no curment
cialisation verifications to
display.

Changes to Specialisation Verification

More information about applying for verification can be found on the
Department of Health, Disability and Ageing About Specizlisation
Verification webpage.

MAGE VERIFICATIONS

2. 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.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Support At Home Example

Support at Home (2)(#) Status

) Operational Offline
NAPS Service ID 12345 Service item name: Support at Home - Fastern Zone

Assistive technology

) .
(") See service types

Home modifications

R .
'\"j/‘ See service types

Home support

D
'\":/‘ Hide service types

Use the expander icon to reveal the applicable service types for the service group; and services
for the selected service type.

Domestic assistance Service type availability Classification type /\‘;,)
Yes No « Ongoings Short-term

) .
) Hide services

Domestic assistance Domestic assistance Domestic assistance
General house cleaning Laundry services Shopping assistance
Service availability Waitlist availability Service availability Waitlist availability Service availability Waitlist availability
Yes No Yes m Yes No Yes m No Yes “

| 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

D j it , C Ith Home Support Programme, funded .(6‘) \(})

Status Service availability Waitlist availability
New England Operational Offline No Yes

NAPS Service ID 1234 Service item name: Caring People Care Service

G:’D See Sub-types

4.4 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.

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

I 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:

e Itimpacts the referrals sent by contact centre staff and assessors
o [t tells the client which services are available in their area
e ltis 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.

Aussie Healthcare

@ (nactive) Outiet 1d ABC123

View outlet

About Aussie Healthcare

s @
Address - Contact Details
XX Street Name, SUBURB, STATE, N s
POSTCODE
Phone PHONE NUMBER
Fax
Emall EMAIL
Organisation philosophy Website
Cultural specialisations 7 ) /
Maltese, Ukrainian =
X @
Mbciom spechieone (D) W80 Support at Home pricing =

Catholic, Hinduism, Istam, Judaism Support at Home pricing URL- URL

Current Specialisation Verifications

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, Disability and Ageing About Specialisation
Verification webpage.

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

View Service ltems
Flexible Aged Care Programme  Residential Care  Support at Home

Filter b

Y
o o

D c Home Support Programme, funded (2 Status Service availabillty  Watlist availability

Loddon-Mallee Operational [JIe I No Yes

NAPS Service 1D 12345, Service item name:|- Community and Home Support

)
'\‘:/‘ See Sub-types

Support At Home Example

View Service [tems prypep—

Commonealth Home Supgort Programme  Fleble Aged Care Programme  Residental Gare [T PO

Filter by &

Operational w  Senvicstype svalasisy -

Status is Operational

Support at Home @) St

o

NAPS Service IDveps 0, Service ilem name: Healthcare Australia (NS'W)
Assistive technology

() see senvce types

Home modifications

() See senice tipes

3. The Service details page will display. Select Edit (Pencil) next to the Service delivery area
section.

Non-Support At Home Example

Service details

All fields marked with an asterisk (*) are required

Allied health and therapy, Commonwealth Home Support Programme, funded
NAPS ID: 25236

Sarvion Harn Narme: *
Aussie Healthcare - Gommunity and Home Support

Service delivery

Service provider name Aged Care Inc

Facility name Aussie Healthcare -Community and Home Sup
Facility previously known as

Facility locally known as

Service slart date 01 July 2018

Service end date

Maximum permissible interest rate (MPIR)

Service delivery are@

Alphabetical listing

DEERCOEEOMOOE®OMEMOEOREODVOW®E®®

Suburb State Posicode

ADELAIDE LEAD vic 3485
ALMA vic 3485
AMHERST vic 3371

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 49
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For Support At Home, there are no suburbs listed.

Support At Home Example

Support at home details

All 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 Healthcare
Facility name SAH UAT1
Facility previously known as

Facility locally known as

Service start date

Service end date

Maximum permissible interest rate (MPIR)

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

Service delivery are

No service delivery area or localion specified

4. The Edit service delivery details page will display.

Edit service delivery details

All 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 At provider location @ At client location

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.

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 to find the suburbs to 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

SEARCH

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Use the search dialogue to obtain a list of suburbs that match the specified search criteria.

Suburb Search Results List Example

Select Suburb State Postcode :
O BELLBIRD PARK alp 4300
0O BROOKWATER o) 4300
O CAMIRA aLp 4300
0O CAROLE PARK aLp 4300
O GAILES o) 4300
0O GOODNA alp 4300
O SPRING MOUNTAIN o) 4300
0O SPRINGFIELD alp 4300
O SPRINGFIELD CENTRAL o) 4300
O SPRINGFIELD LAKES alp 4300
=
ADDALL

Select those suburbs which are to be added to the service delivery area.

6. Review suburb list and Save changes.

Alphabetical listing
M IOIOCICIOICIGIOIVIOIOICICIVIOICIGIOCICIOICIOIVIUIOIVIO)
Select Suburb State Postcode
ASHLEY NSW 2400
a BULLARAH NSW 2400
a BURREN JUNCTION NSW 2386
O CROOBLE NSW 2400
O DRILDOOL NSW 2386
O MALLOWA NSW 2400
O MOREE NSW 2400
O NOWLEY NSW 2386
a TERRY HIE HIE NSW 2400
a TULLOONA NSW 2400
B

4.5 Specialisations

The Specialisations section contains Specialisation Verification, specialised services (if
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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.

Specialisations

All services must reflect the unigue characteristics and life experiences of individual recipients.

4.6 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.

Specialisations

All services must reflect the unigue characteristics and life experiences of individual recipients.

Specialisation Verification |3|

Verified Not verified

There are no current verified specialisafions to display. * Aboriginal and Torres Strait Islander persons, including Stolen Generations
* People from culturally, ethnically and linguistically diverse (CALD) backgrounds
* People who are fi ially or socially di taged

* Veterans or war widows

* People who are experiencing homelessness or at risk of experiencing
homelessness

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

* Parents and children who are separated by forced adoption or removal

* Leshian, gay, bisexual, transfAransgender or infersex or other sexual orientafions or
are gender diverse or bodily diverse

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

4.7 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.

Please provide details only for the services which have specific measures in place.

Specialised services 53.
Which of the following applies to this service?

] Dementia [[J Mental Health

[] Continence [ vision

[ Hearing [ Terminal iliness

[ Respite care [ Mobility

[ caters for cultural, spiritual or ethical food requirements [l wellness and reablement

[ Assistive Technology

4.8 Languages

1. To indicate that services are being delivered in a language other than English, select the
SELECT LANGUAGES AVAILABLE button.

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

Mo languages specified

SELECT LANGUAGES AVAILABLE

2. Select one or more languages then select SAVE.

xX
Supported languages

Please select all supported languages and press Save when finished
Most selected

O Arabic O cantonese O Croatian
[ Greek [ Italian [ Mandarin
[] Palish [[] Spanish [ Vietnamese

Alphabetical listing
AEOOEEOAMONOEOMEOCEAAOMDOLO®E® @

N G B R R N N R P A N S R e i U N B L N L AN A N Y

1 Acholi [ Afrikaans [J Albanian

[J Amharic [J Anyuak/Anuak [ Arakanese/Rakhinz

[J Armenian [ Asante/Ashanti [] Assamese

[ Assyrian O Azari O Azerbaijani

[ Alyawarr (Alyawarra) [J Arremte (Aranda) [ Assyrian (Including Aramaic)

[ Australian Indigenous Lang

3. The languages will be displayed. Select the Pencil (edit) icon to change languages.

Languages @
List of Ianguages

= Arabic = Mandarin

4.9 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.

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

View outlet

About Aussie Healthcare

Address 4 Contact Details 2
XX Street Name, SUBURB, STATE, pel CAME
ROSICODE Phone. PHONE NUMBER
Fax
Email EMAIL
Organisation philosophy Website
Cultural specialisations (7) (#)
Maltese, Ukrainian ==
Religious specialisations (7) () Support at Home pricing <@

Catholic, Hinduism, istam, Judaism Support at Home pricing URL: URL

ADD ACFI CONTACT

Current Specialisation Verifications

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, Disability and Ageing About Specialisation
Verification webpage

MANAGE VERIFICATIONS

VIEW SERVICE ITEMS

2. On the View Service Iltems 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

View Service ltems
Flexible Aged Care Programme Residential Care Support at Home

Filter b

Y
o e C Home Support Programme, funded (%) Status Service availabilty  Waitist availability
Loddon-Mallee Operational Offline No ves [JEEH

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

@ See Sub-lypes

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 54
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Support At Home Example

View Service Items =

Commorsweath Home Support Frogramme Fiitie Aged Care Programme Residental Care m

Filter by

Opratezinal w SAOh T Ry -

Status is Operabonal

Support at Home (@ Staten

HA&PS Senvics IDMAPEI0 Sanice Bem rame: Heafthcars Australis (REW) m i

Assisive echnology

|#") Gee senica types

Home modificibiong

«") Gme senice types

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.

Promotional

Attachments

You can upload files up lo SMB. The following fie fypes are accepled. jpg, jpeg, .png, .pdf, rlf, docx
UlActivity Calendar.docx Browse...

Attachment nama: *

Activity Calendar

Caglion of the attachment *

Activities for June/July

Type of the alfachment *
Activity Calendar

G

Please provide a short description about the attachment
250 characters

Website address

Type URL

http-if »|  WEBSITE

Service description
Description

Residential and respite care available

_ 3911000
Additional service information

You may wish to enter additional information about the availability 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 of times.

07100

SAVE SAVE AND SUBMIT REQUESTED CHANGES FOR APPROVAL I CANCEL

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

Aged care homes ()

- « Service item updated successfully.
() Residential Pe v

Service ID 1234

S it ) « Some service items or room types are pending submission for approval prior to being ®
efvica Bonrhame A published. Service items and room types must be individually submitted for approval by

Waitlist availability clicking on the Submit link.

Vas

4.10 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. Atthe 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.

Aussie Healthcare

@ (nactive) Outiet id ABC123 m———

@ View outlet
About Aussie Healthcare
@ @,
Address B Contact Details B
XX Street Name, SUBURB, STATE, Newa: NAME
POSTCODE Phone PHONE NUMBER
Fax
Email EMAIL
Organisation philosophy Webshs:
Cultural specialisations (?) (#)
Maltese, Ukrainian o =
_ @
Religious specialisations (7 ) (/) Support at Home pricing -

Catholic, Hinduism, Istam, Judaism Support at Home pricing URL:  URL

Current Specialisation Verifications

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, Disability and Ageing About Specialisation
Verification webpage.

JE VERIFICATION:

VIEW SERVICE ITEMS
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3. Select the blue arrow next to See Sub-types under the service to see expanded service
details.

Domestic Assistance, Commonwealth Home Support Programme, funded (&) (}j)

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

Status Service availability Waitlist availability
Operational Offline Yes No Yes n
See Sub-types

4. Then select ADD/REMOVE SUBTYPES.

Domestic Assistance, Commonwealth Home Support Programme, funded (Gl:' (l)

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

Status Service availability Waitlist availability
Operational Offline Yes No Yes

r.N

L"J Hide Sub-types

| ADD/REMOVE SUBTYPES |

5. Inthe 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.

Add/Remove Subtypes

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

Which sub types are you adding to this servica? *

SELECT ALL DESELECT ALL

Unaccompanied Shopping (delivered to home) General House Cleaning

Linen services

SAVE CANCEL

5 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.
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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.

= Service and Support Portal Logout

# Home | Outlet adminisiration | View outlet- ABccare | View service items | Service Details

a

Service delivery area(#)

Specialisations@)

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

" o (37
Specialised services (7)
‘Which of the following applies to this service?
[ Dementia [] Caters for cultural, spiritual or ethical food requirements

Languages @)
No languages specified

SELECT LANGUAGES AVAILABLE

Promotional
Attachments

You can upload files up ta SMB. The following file types are accepted: jpg, jpeg, png, pdf, docx
CHOOSE FILE | No file chosen

Website address

Tres
htipd! = URL

Service description

Description

4
0/1000

Additional service H'Imef\?:lt\On

‘You may wish to enter ion about the il ity 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 times.

5.1 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.

Assistive technology

FTEN :
|\,‘ ) Hide service types

Equipment and products Service type availabilty | Classification type ()
Yes m « Ongoings Short-term

£ .

) See services

2. Atthe pop up, select Ongoing and/or Short-term and select SAVE.

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

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

Set classification type *
Ongoing ® Short-term

5.2 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.

2. 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

View Service ltems

(I VEE R BTN S LEL Ll Flexible Aged Care Programme  Residential Care

Support at Home

Filter by
D i i Ct ith Home Support Programme, funded :q; Status
Loddon-Mallee Offline

NAPS Service IDNAPSID Service item name: Bendigo Health Care Group - Community
and Home Support

(5°) Hide Sub-types

ADDREMOVE SUBTYPES

Shopping assismnce General house cleanin
Delivery hours 5% i Wikd ok House cleaning level
« Not specified Sub-type availability ‘aitlist availability « Nl speclied
No Yes
Staff Notes Delivery hours
« Not specified « Not specified
Staff Notes
« Not specified

!

Service availability Waitlist availability

Yes

No Yes

Sub-type availability Waitlist availability
Yes No Yes

3. Enter the start and end times for the applicable day.
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Diversional therapy

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

Hours of operation

What are the standard hours of operation for this service?

Start time End time
Monday 09:00 AM - 0500PM -
ADD ADDITIONAL OPERATING HOURS
T d Start time End time
uesday 09:00 AM -~ 05:00PM -

ADD ADDITIONAL OPERATING HOURS

Start tme End time

Wednesday 09:00 AM ~  0500PM -

ADD ADDITIONAL OPERATING HOURS

T 4 Stant time End time
ursday 09:00 AM - 05:00PM -
ADD ADDITIONAL OPERATING HOURS
Start time End time
Fricay 09:00 AM - 0500PM -
ADD ADDITIONAL OPERATING HOURS
Start & End time
[ saturday - me_ ” "
Start time. End time
[ sunday e A

5.3 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

View Service ltems

Commonwealth Home Support Programme Flexible Aged Care Programme Rezidental Care Support at Home

Filter by

Support at Home (2)(#) Status

=T om
NAPS Service IDMaPEID Service item name: Healthcare Australia (NSW) = e

Assistive technology

<" ) See sarvica fypes

Home medifications
/

ht

Home support
(o) Hige senice types

Nursing care Service fype availability Classification type f}:u
IE No + Ongoing. Short-term

Ty N N
|#") Hide senvices

o]/ Qo

Mursing care Nursing care Mursing care
Nursing assistant clinical care Enrolled nurse clinical care Nursing care consumables
Service availability \raiflist availabidity Service availability Waithst availability Service availability Waitlist availability
ves ) ve: [[TH ves ) vee ITH ES u Yes

1. Select the Pencil (edit) icon on the service tile. This will open the service edit page. Standard
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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.

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

What hours are offered for this service?
Standard hours

[J Non-standard hours

[J Saturday

[J Sunday

[J Public holidays

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.

5.4 Staffing notes

Staffing notes can be specified for each program.

Staffing

Notes on staffing Shopping assistance that will appear on the public Service Finder 0150

5.5 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

Delivery type

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

Delivery setting

What is the sefting for this service?
[ Home
[0 Community

5.6 Service Description

Enter any further information about your service here, and it will be displayed at the Service Finder.
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Service Description (?)

Description

0/1000
Additional service information
‘You may wish to enter additional information about the availability 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 times

5.7 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:
e service level prices for all available Support at Home Services within each Outlet.

e |tis 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:
e save a new service item and make it Operational
e save changes to partially complete existing pricing information
e 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 ltems’.

2. select the Support at Home tab, then select the Magnifying Glass (view) icon to the right of
the ‘Support at Home’ heading.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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View Service ltems
Commenwealth Home Support Programme Flexible Aged Care Programme Residential Care

Filter b
‘
Support at Hom status
Operational Offline
NAPS Service ID 12345 Service item name: Caring People East

Assistive technology

@ See service types

Home modifications

@ See service types

Home support
@ See service types

To view individual Support at Home services:
1. Select the outlet from the Outlet Administration tile, then select ‘View Service ltems’.

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:

o the Assistive technology service group
o the Equipment and products service type
e three services:
o Self-care products
o Assistive technology prescription and clinical support
o Communication and information management products

View Service ltems

Commonwealth Home Support Programme Flexible Aged Care Programme Residential Care Support at Home I

Filter by @
Support at Home (&) (#) Status

o] tional Offl
NAPS Service ID NAPS ID Service item name: Aussie Healthcare SAH e,

Assistive technology

—.
I:-_'/J Hide service types

Equipment and products Service type Classification type (1‘)
availability —
- Ongoing- Short-term
No

(i’) Hide services

Equipment and products 0 0 Equipment and products e o
Assistive technology Communication and
Equipment and products prescription and clinical information management
Self-care products support products
Service availability Waitlist availability Service availability Waitlist availability Service availability Waitlist availability
Yes No Yes “ No Yes. m No Yes “
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5.7.1 Updating Pricing Information at the Organisation Level

I 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.

Service and Support Portal

Outlet Administration

Contact detads Organisation philosophy

Cural wpeciainations. i

Address

Retgrons speciainations | 7| |/

Support at Home organisation pricing a

MuAs Rarg 19 SUET 3 Mo Larcs [FRCING STOM B MaraRT (e

3. Alist 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.

o | Supgen B HiTe DR o

Support at Home organisation pricing

LW el
MM Rppor Cosmenie Sty 7 Fpbruary JIG0 T Fetraary 301048 Compigma 5
MO S FosTal IOl W] DR & Fepauay Jo0d

B g L]

Mo e Tramig

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.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Domestic Assistance Pricing Page Example

# Home | Outlet administration | Support at Home organisation pricing | Service pricing

Domestic assistance

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

Pricing for services

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.

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

General house cleaning Comman Price - Standard (Hours) =
(Hours) 140

Tiols Myt de the mos! frequendy charged arce far this senice.

Comman Prics - Non-Standard (Hours)

§150
Common Price - Saturday Commaon Frice - Sunday Comman Price - Fublic Holiday
$180 5200 5250

Laundry services (Hours]
Iry ( ) Commaon Price - Standard (Hours) *

Thiz must be the most frequentiy changed price far fhis senvice.

Comman Price - Non-Standard (Hours)

Commaon Price - Saturday Common Price - Sunday Common Price - Public Holiday

Shopping assistance

(Hours) Common Price - Standard (Hours) *

This must be the most frequently charged price far this senvice.

Comman Price - Non-Standard (Hours)

Common Price - Saturday Gommon Price - Sunday Common Price - Public Holiday

SAVE APPLY TO ALL QUTLETS CLOSE

Nursing Care Pricing Page Example

#& Home | Outlet adminisiraiion | Support at Home organisation pricing | Service pricing

. Nursing care

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

Pricing for services

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

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

Mursing assistant clinical Gommon Price - Standard (Hours) *

care (Hours)

charged price far ths service.

Common Price - Non-Standard (Hours)
540

Common Price - Saturday Cammon Frice - Sunday Common Price - Public Holiday
560 570 570

. Common Price - Standard (Hours) *
Enrolled nurse clinical

care (Hours) $50

charged price far ths service.

Common Price - Non-Stan

578
Common Price - Saturday Cammon Frice - Sunday Common Price - Public Holiday
585 5100 5100
Nursing care Common Price - Standard (Hours)
consumables Market Price

Mo ssnice prcs requires.

Registered nurse clinical Gommon Price - Standard (Hours)

care (Hours) $100

cnared price for il senvice.

Common Price - Non-Standard (Hours)
5150
Commen Price - Saturday Common Price - Sunday Commeon Price - Public Holiday
3175 5200 5200
SAVE APPLY TO ALL OUTLETS CLOSE
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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:

General house cleaning ~
Common Price - Standard (Hours) *

(Hours)
Common Price - Standard (Hours) is
required
Thiz must be the most frequently charged price for thiz service
Common Price - Non-Standard (Hours) *

Common Price - Non-Standard (Hours)
1S required

Common Price - Standard (Hours) is required
Common Price - Non-Standard (Hours) is required

X

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.

Common Price - Standard {Hours)

580

TS musl be e mos requently charged price for s senice

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.

Mobility products (Hours) =" res - Sndar fHours
Market Price

Mo senice price requined.

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.

I 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
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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.

#& Home | OQuflet administration | Support at Home organisation pricing

Support at Home organisation pricing

We're currently updating your selected pricing change across all outlets. This may take up to an hour or mere o complete. You can continue working while this runs in the
background and refresh this page to see if the update has completed. If any errors eccur, infermation will be sent to the designated organisation email contact.

Service group < Service type “ Last updated % Last updated io outleis % Outlet update siatus

Home modifications Home adjustments 12 June 2026

Assistive technology Equipment and products Request has been submitted and will progress shortly.

Home support Home or community general respite f.;’\u

11. When pricing has applied to all outlets, the Outlet update status is Completed, and you can
edit again.

A Home | Outlet administration | Support at Home organisation pricing

Support at Home organisation pricing

Service group <= Service type 4 Lastupdated % Last updated to outlets +w Outlet update status

Home modifications Home adjustments 12 June 2026 12 June 2026 Completed (7) .\.}’)
p— —

Assistive technology Equipment and products (}

5.7.2 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.

View outlef

About Aussie Healthcare

[’i/“] (&)

Address - Contact Detalils -
333 Aussie Avenue . -
HOBART TAS 7000 Mame: Aussie Healthcare

Phone: 0412 345 675

Fau:

Email: aussie@aussiehealthcare.com.au
Organisation philosophy Website:

Cultural specialisations @ [:}':1
Maltese. Ukrainian

Religious specialsations () Support at Home pricing ~
Catholic, Hinduism, Islam, Judaism

Support at Home pricing URL:  hifp-/Awwaw. aussiehealthcare com au/pricing

ADD ACFI CONTACT

2. The outlet details page will be displayed. Then select the Edit (pencil) icon to the right of the
Support at Home pricing section.
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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
e Apply to this outlet only, or
e Apply to this outlet and its Support at Home service items.

5. Then, select Save button.

Support at Home pricing

»

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

Full Price List (?)
Provide a website Iink@

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

URL Scheme

hitp:// -

Support at Home pricing URL *

Apply URL pricing changes to this outlet and all its support at Home services items™
() Apply to this outlet only
() Apply to this outlet and its Support at Home service items

SAVE CANCEL

The Pricing URL will now appear at the View Outlet page.

IKE\I
Support at Home pricing

Support at Home pricing URL:  hitp:/fAwww.aussiehealthcare.com.a
ufpricing

5.7.3 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 Iltems.

2. From the View Service ltems page, select the Support at Home tab, then the Edit (Pencil)
icon to the right of the ‘Support at Home’ heading.
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View Senvice ltems

Commonveealth Home Support Programme Flexibie Aged Care Programme Resdential Care

Filter by @

Operational w  Servios type msilsbiity

Status is Operational

Suppart at Home .;i_x Status

NAPS Service 101234 Service fem name; Healthcars Ausiralia (NSWY) O

Agsistive lechnology
(") See senice types

Home modifications

(%) see senvies ypes

3. The Support at Home details Page appears.

This contains all configuration available for the service item.

1800 836 799 Vansv fum - fyws St Va2

Sarvice and Suppont Portal

@ support at home details

4t et o o oran e ———t

RS, Bt 4 e, it
1

Swon
NS 1234

Servce delvery

Coanges 1 D Smceang FRTaton W KEY 1 51 BGOON o Nome U ET Servces m e service fen

Service delvery area

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.

Full Price List )
Provide a website Iink@

Is there a website link where clients can access pricing information? Please ensure that this is a link to your pricing information webpage, not your website landing
page. E.g. www.myagedcare.gov.au/pricing

URL Scheme *

http:// -

URL
www.aussiehealthcare.com.au/prices

Upload a pricing schedule (?)
You can upload files up fo SMB. The foliowing file types are accepted.: jpg. jpeg. .png, .pdf, .docx

CHOOSE FILE | No file chosen

SAVE CANCEL
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5.7.4 Updating Pricing at the Service Level

I 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.

View Service ltems

re—
Commomyvaaith Home Support Programmi Flexible Aged Care Programma Resudental Cars Suppaort at Homae

Filter by o
rdmpaR FEg

Support at Home () (#) Status

HAPS Sorvice 101234 Service fom namae: Aussie Suppor At Home m Ofline:

AsSEstive technalogy

(o '_l' Sme service types

Horme modifications

"." Sea sorvice ypos

Home support

n service types

Home mainienance and repairs Servica fype availabily  Classaication type ()

. ves 2N « Ongoings Shoridem
(«") See services

Home of comminity general respile Servica type availabilty Classification typa /

Yes “ « Ongoings Shori-laem

(«") See services

Servica bype avallabily  Classication type [#)
Yes Ho = Ongoing- Shon-ledm

Meals Meals
Meal delivery Meal preparation
Saervice avaiability Walkst availabibty Service availabilty Waitliel avalability
[ ves BT Mo ves 2N ves M
Hutrition Service type availabilty  classscation type (&)

ves 2N = Ongoings Shorl-erm

(") See services
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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:

o if there is price/s set at the Organisation level (also referred as reference price) and

e when you select the delivery hours option/s you offer for the service.

When the pricing is auto filled, an information banner also appears.

.
] Pricing has been autofilled from organisation level. Please review and make changes if needed, and click save changes to confir

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.

Delivery hours

What hours are offered for this service? *
Standard hours

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.
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Group social support

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

Delivery hours

What hours are offered for this service? *
Standard hours

[J Non-Standard hours

Saturday

[J 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

What is the setting for this service?
Community

Staffing:

Notes on staffing Group social support that will appear on the public Service Findar 07150

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) $70.05

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

Common Price - Saturday *

$120

Common Price - Public Holiday *

$160

SAVE CHANGES CANCEL

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:

General house cleaning

(Hours) Common Price - Standard (Hours) *

Common Price - Standard (Hours) is
required

Thiz must be the most frequently charged price for iz service

Common Price - Non-Standard (Hours) *

Common Price - Non-Standard (Hours)
1S required

Common Price - Standard (Hours) is required

X

Common Price - Non-Siandard (Houwrs) is required

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 72
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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.

- : Common Price - Standard (Hours) *
Aboriginal or Torres Strait Islander Health OMMOn FACe - standard (rours,

Practitioner assistance (Hours) $89.90

This must be the most freguently charged price for this service.

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.

Common Price - Standard (Hours) *

Meal delivery (Meal) $1.00

This must be the most frequently charged price for this senvice.

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.

Common Price - Standard (Hours) *

Direct transport (Trip) §15

This must be the most frequently charged price for this service

Some services such as consumables will default to Market price. No price is required to be
entered.

Common Price - Standard (Hours):

MNursing care consumables _
Market Price

Mo service price required.

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.

5.7.5 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.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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1. Go to Reports and Documents tile of the portal home page, then select the Support at
Home Pricing Status link.

Service and Support Portal admlﬁl‘:tfrratmn adnﬁ]?;lt?;mn %mﬁe:?: ng?fﬁlésaggr?s Ml%l@?fgig:sre
4 Home | Reports and documents
My Reports
Name Requested Date # Status
Residential Demand Report By State 12 April 2024 Downloaded - View
Reports List
Name Description Formats
Support at Home Pricing Status Report Pdf, Csv, Excel
Quality Indicators Report - QI005 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

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.

1800 836 799 MoniFn Bam - Bpem Sal 10am - 2pm

Service and Support Porfal

i Homo | Ropots

Generate report

Rspasts

Al ks, rarksd vl 80 alerk (1) ahe nisguenid

SAH-001 Support at Home Pricing Status

HECGUES | HEFCR!]

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.

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

2-2200CThe SimpsorActive  The Simpsons Springfield SOperational ~ General House CleariYes  No  § 5000 § - 2210112026 Usemame
2.2200CThe SimpsorActive  The Simpsans Springfield € Operational Laundry senvices Yes to  [ENNNEN - G - s
no $ -5

Outlet ID Outiet name Outlet status Service frem Name: Senvice tem status Service name Avallable Waitlist Common Price - Standard Hour Common Price - Non-stanc Common Price - Saturc Common Price - Sunc Gommon Price - Public Holi Last updated Last updated by
= $
$
222006 The Simpsons Adtive The Simpsans Spingfield S4H_Operaonal Shopgingassistance Mo -5 -5 H

e Row 1 indicates compliance with the rule.

e 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.

e 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.

5.8 Rooms (Residential Care)

5.8.1 Add a room type

I 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.

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

About Aged Care Org @

‘

Contact details Organisation philosophy
Cultural specialisations (| 5) (a })
Karen, Tongan, Turkish
Religious specialisations (?) (#)

Catholic, Hinduism, Islam, Judaism

Outlets (32)

ADD NEW OUTLET

Filter by -
Sort order
AZ - GO

Current sort order is A-Z

OUTLET A OUTLET B OUTLET C

2. The View outlet page appears. Select the VIEW SERVICE ITEMS button.

Aussie Healthcare

O (Active) Outiet 141234 DEACTIVATE OUTLET

View outlet

About Aussie Healthcare

@) @)

Address = Contact Details
L it

Phone: 02 1234 5678

Fax

Email john@aussiehealthcare.com.au
Organisation philosophy Webshe:
Cultural specialisations (?) (#)
Afghan, Australian Aboriginal, Bosnian, Chinese, Croatian, Egyptian, Filipino, .
German, Greek, Hungarian, takian, Karen, Lebanese, Macedonian, Maltese, 7))
Polish, Russian, Serbian, Sri Lankan, Tongan, Turkish, Ukrainian, Vietnamese Suppon at Home prlcing e
Religious specialisations () (#) Support at Home pricing URL

Anglican, Baptist, Buddhism, Catholic, Churches of Christ, Eastern Orthodox,
Hinduism, Isiam, Jehovah's Witnesses, Judaism, Latter-day Saints, Lutheran,
Oriental Orthodox, Other Christian, Other Protestant, Pentecostal, Presbyterian
and Reformed, Salvation Army, Seventh-day Adventist, Uniting Church

VIEW SERVICE ITEMS

3. 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.
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View Service Items

Commeonwealth Home Support Programme Flexible Aged Care Programme Home Care Packages Residential Care ‘Support at Home

Filter by @
Status
Operational - Service availability -

ADVANCED SEARCH CLEAR FILTERS

Status is Operational

FILTER CLEAR

P . IR
Care, funded () (#) Status Service availabilty  Waitlist availability
NAPS Service ID 1232 , Service item name: Aussie Residential Operational Offline No Yes

1 Aged Care Avenue, AGED CARE ACT 1234

)
'\‘,‘/' See room types

4. Then Select ADD ROOM TYPE.

- - - ) 7
Residential Permanent, Residential Care, funded () 1@

NAPS Service ID 1234, Service item name: Residential Permanent - At Provider
Location

Address

() Hide room types

ADD ROOM TYPE

5. The Room Type page appears. Enter required information in the General room information
and Pricing information sections. Ensure mandatory fields (red asterisk) are completed.

Room type

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

COPY PREVIOUS ROOM TYPE INFORMATION

General room information

Room name *

(up to 100 charscters)

Room type * -

Mumbsr of rooms of this typs: *

Pricing information

Please enter the Maximum refundable deposit amount *
Eg 8850000 £ ]
Maximum daily 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 monthly. A combination payment includes both a partial refundable deposit and a daily amount. Residents have 28 days after permanent admission fo decide their payment
method.

ADD ADDITIONAL TEXT

SAVE SAVE AND SUBMIT REQUESTED CHANGES FOR APPROVAL CANCEL

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 77
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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.

*ou cannot charge a RAD over $750,000 without first obtaining a valid approval. To apply for an approval visit the IHACPA website wwwihacpa.gov.au.

1

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:

e Approval or Conditional Approval

e 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.

e 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.

e You will also need to attach and name the IHACPA approval letter for the room.

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: * |/E\\

Find this date in your IHACPA approval letter for this room. (e.g. dd/mmiyyyy}

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: *

b) Enter the required information under Key feature statement.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Key feature statement

Room description: *

4
0/2000

Room size (in square metres). *

(up to 50 characters. e.g. 30m?2 or 30sqm)

Common areas description: *

4
0172000

Specific accommodation or design features
@ Not applicable
O Applicable

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

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

Extra service fee
O Yes
® No

When entering room size (in square metres):

o f there is variation in room sizes, enter the size range of the room type from smallest to
largest, e.g. 20sgm - 25sgm.

¢ indicate if the room size entered includes ensuite, e.g. 20sgm - 25sgm incl. ensuite.
e do not include private outdoor areas such as balconies or courtyards.

o Please ensure that the room size entered aligns with information provided to IHACPA in
your application for these rooms.

6. Select SAVE AND SUBMIT REQUESTED CHANGES FOR APPROVAL.

SAVE SAVE AND SUBMIT REQUESTED CHANGES FOR APPROVAL 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.
5.8.2 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. To edit the details for a room, select the edit (pencil).icon next to the room’s listing.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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View Service ltems 200 A seRwce e

Commonwealth Home Support Programme Flexible Aged Care Programme Home Care Packages Residential Care

Support at Home

Filter by %

Collapse filter

Residential Permanent, Residential Care, fund “"‘i.‘ ) )

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

Status Service availability Waitlist availability
Offline No  Yes

() Hide room types

ADD ROOM TYPE

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

(«”) Single room + ensuite (Bedroom - private ensuite): max refundable deposit $500,000, extra service fee $0.00 @@
Status: Operational (/)

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.
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Edit room type

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

Resubmission information

Reason for resubmission ™ v

General room information

Room name *
Bedroom - shared ensuite

Mumber of rooms of this fype: *

63

Pricing information

Please enter the Maximum refundable deposit amount: *
E.g. $650000 $|400000

Maximum daily payments: $
Example combination payment

Example RAD at 50% $200000 00
Example DAP at 50% $

I 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.

Additional care and services available at addiional cost
) Mot applicable
@ Applicable

Descriplion: *

Description

A
1171200
Exira sarice lea

D Yes
@ No

Once submitted, you will be redirected back to the View Service ltems page and a green
banner will display at the bottom of the screen confirming the edits were successfully submitted.

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



http://www.myagedcare.gov.au/
https://www.health.gov.au/our-work/residential-aged-care/charging/maximum-accommodation-payment-amounts
http://www.ihacpa.gov.au/

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_

5.8.3 Change room status

1. Select the edit icon (pencil) next to the Status of the room you want to set as Offline or
Operational.

Residential Permanent, Residential Care, funded (6\) @)

NAPS Service ID 1234 | Service item name: Gibson Street Complex
ADDRESS

Status Service availability Waitlist availability

Operational Offline No Yes
@ Hide room types

ADD ROOM TYPE

Gﬁ Single room + shared bathroom (Bedroom - shared ensuite): max. refundable deposit $400,000, extra service fee $0.00 C@( \‘»
Status: Operalional

G’} Single room + ensuite (Bedroom - private ensuite): max. refundable deposit $500,000, extra service fee $0.00 @‘\ Qﬁ)

Status: Operational @

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.

Change room status

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

A You are about to change the room status to offline. Offline rooms are not displayed on My Aged Care.

Change room status *

Offline (not displayed) -

Please select the reason for changing the status of this room *

Repairs/renovation

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.
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V You have successfully changed the status of the room

(Bedroom - shared ensuite) to Offline.

If you wish to make an Offline room Operational:

1. click on the edit icon (pencil) next to Status: Offline.

A Room is offline and will not be displayed on My Aged Care.

(;’E} Single room + shared bathroom (Bedroom - shared ensuite): max. refundable deposit $400,000, extra service fee $0.00 (,;‘} Qﬁ}
Status: Offlin

2. Select Operational (displayed) from the change status drop-down menu followed by the
reason for the change.
3. Then select SAVE.

Change room status

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

Change room status *

Operational (displayed) -
Plesss s=lect the reason for changing the status of this rogm *
Repairsirenovation complete -

SAVE CANGEL

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.

V You have successfully changed the status of the room

(Bedroom - shared ensuite) to Operational.

5.8.4 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.
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Residential Permanent, Residential Care, funded ;&) @)

NAPS Service ID 1234 | Service item name: Aussie Residential

1 Aged Care Avenue, AGED CARE ACT 1234

Status Service availability Waitlist availability
Operational Offline Yes No Yes “
P

;“:l Hide room types

ADD ROOM TYPE

G_"}n Single room + shared bathroom (Bedroom - shared ensuite): max. refundable depasit $400 000, extra service fee $0.00 (}‘/ :EJ;
Status: Operational (;’: =

2. From the pop-up, select the reason for deleting the room and select DELETE.

Delete room

»

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

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

Please select your reason for deleting this room: * -

A green banner will display at the bottom of screen confirming the room has been successfully
deleted.

\/ You have successfully deleted the room (Bedroom - shared

ensuite).

5.9 Transferring service items
I 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.

5.10 Activating or deactivating a service item
The reasons for deactivating a service item typically include:

o Residential: Facility is no longer accepting residents.

e Commonwealth Home Support Program (CHSP): The service is no longer being delivered
in the specified area.
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e 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.

Aussie Healthcare

[',_?' (Active) Outlet Id OUTLET ID DEACTIVATE OUTLET

View outlet

About Aussie Healthcare

@ @

Address - Contact Details -
BIG BANANA 351 PACIFIC Highway Name John Famham
COFFS HARBOUR NSW 2450

Phone 02 1234 5678

Fax

Email john@aussiehealthcare com au
Organisation philosophy Website
Cultural specialisations (7) (#)
Atghan, Australian Aboriginal, Bosnian, Chinese, Croatian, Eqyptian, Filipino, -
German, Greek, Hunnarian._llalian. Karen, Lebanese, Macadonian, Maltese, .f’f\.
Polish, Russian, Serbian, Sri Lankan, Tongan, Turkish, Ukrainian, Vietnamese SUPPOI’T at Home prlclng ~
Religious specialisations (7) (#) Support at Home pricing URL

Anglican, Baptist, Buddhism, Catholic, Churches of Christ, Eastern Orthodi,
Hinduism_ Islam, Jehovah's Witnesses, Judaism, Latter-day Saints, Lutheran,
Oriental Orthodox, Other Christian, Other Profastant, Penlecostal, Presbyberian
and Reformed, Salvation Army, Seventh-day Adventist, Uniting Church

VIEW SERVICE ITEMS

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.

View Service Items

e R S PP R TR ST Flexible Aged Care Programme  Residental Care  Supporl al 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.
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. ; : " [ 2\
Residential Permanent, Residential Care, funded (@) ¢)

Brisbane North
NAPS Service ID 1234 | Service item name: Aussie Residential

1 Aged Care Avenue, AGED CARE ACT 1234

Service availability Waitlist availability

Operational Offline Yes No Yes m

g
Q" ") See room types

For Support at Home, the Operational or Offline status applies to every service group, service
type and service that your outlet is approved for.

~

Support at Home (&) (#

\

|

!
"

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

Assistive technology

P .
I\.r"/_l See service types

Home modifications

e .
(«”) See service types

Home support

7 A )
'\?_‘J.' See service types

I 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.
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6 Maintaining service delivery outlets

6.1 Activating an outlet
After service items are added, outlet(s) need to be made active so that:

e The service items display in the service finder.

e 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.

A Home | Ouliel sdmnniestion | View ouiet - Acssie Hesthcare

Aussie Hedlthcare

@ nacie) vt 4 OUTLETID [ scmanomar [ muo ovner |

View outlet
About Aussie Healthcare

Address Contact Dotails
BIG BANANA 361 PACKIC Hghway o
COFFS MARBOUR NSW 2450 -t

02 1234 5678

phniiaussieheathcare com ay

Organisation philosophy
Culbutsl spocialisations 7 |/

Alghan Acsksllan Aboriginal Bosran Chinese. Croaten Egyptan

Flipino. German. Greek. Hungaden Rallan Karen_ Letaness 7

Macedonian. Matese, Polish Russian Serbian. Se Lankan. Tongan

Turbinh Ukraivian, Vietnamese Support at Home pncing
Scpport at Home pricing URL

Religious speclalisstions | 7 |/

Anglican Bagtint Buddhism, Catholic, Churches of Oivist, Esstern

Orthodex. Hinduam. Islam. Jehoval's Withesses. Judainm, LatierSay

Sants. Luheran Ovental Orodox. Ofver Ohvistian. Other Protestant.

Pettocostal Prestiyteran and Refomed Salvation Acary Seventh day

Advertint, Uniing Chonch

Currant Specialisation Verifications

2. Select ACTIVATE OUTLET to confirm that you wish for this information to be displayed in
the service finder. A warning message will display:

X
Activate outlet

n You are about to activate Aussie Healthcare
This will publish this outlet and its services to the Service Finder.

ACTIVATE OUTLET CANCEL

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
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Aussie Healthcare

Outlet ID: OUTLET ID

Contact: John Farnham

Phone: 02 1234 5678

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

@ Verified Specialisations(s):

W/ Active

Outlet View

Aussie Hedlthcare

O (Active) Jutlet Id OUTLETID

View outlet

About Aussie Healthcare

®

Address
BIG BANANA 351 PACIFIC Highway
COFFS HARBOUR NSW 2450

Organisation philosophy
AR N\ 2\
Cultural specialisations @J (l_'/'
Afghan, Australian Aboriginal. Bosnian, Chinese, Croatian, Egyptian,
Filipino, German, Greek, Hungarian, ltalian, Karen, Lebanese,

Macedonian, Maltese, Polish, Russian, Serbian, Sri Lankan, Tongan,
Turkish, Ukrainian, Vietnamese

6.2 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.

I An outlet cannot be made inactive if there are accepted and commenced services.
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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.

# Home | Outlet administration | View outlet - Aussie Healthcare

Aussie Healthcare

() (Active) Outlet Id OUTLET ID

View outlet

About Aussie Healthcare

(7 (7

Address - Contact Details
BIG BANANA 351 PACIFIC Highway Name: John Earnham
COFFS HARBOUR NSW 2450

Phone 0412 345 678

Fax:

Email jfarmham@yourethevoice com au
Organisation philosophy Website

Cultural specialisations u\/?-:'\ ._’;9’\:.

3. Select DEACTIVATE OUTLET to confirm that you wish to deactivate the outlet.

ok

Deactivate outlet

You are about to deactivate Aussie Healthcare.
A Please ensure you arrange for any linked staff members to be reassigned.

Any service items provided by the outlet will not appear in search results.

| DEACTIVATE OUTLET | CANCEL

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.

\/ Aussie Healthcare has been deactivated.

Aussie Healthcare

6.3 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.
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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.

#& Home | Outlet administration | View outlet - Aussie Healthcare

Aussie Healthcare

View outlet

About Aussie Healthcare

o )
&) . \Z)
Address Contact Details
BIG BANANA 351 PACIFIC Highway Name John Earnham
COFFS HARBOUR NSW 2450 '
Phone: 0412 345 678
Fax:
Email: jfarnham@yourethevoice com.au
Organisation philosophy Website:

P " P
[(?2) ]
Cultural specialisations (2) (4 e’ ")

3. Select REMOVE OUTLET to confirm you wish to remove the outlet.

Remove outlet

n You are about to remove Aussie Healthcare

This will remove this outlet from your list.

| REMOVE OUTLET | CANCEL

The outlet will no longer display in the Service and Support Portal.

V Aussie Healthcare has been removed.

6.4 Editing outlet details

Follow these steps to edit an outlet:

I Only non-contractual information can be edited in the Service and Support Portal.
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1. Select Outlet administration from the homepage.

2. Select the name of the outlet on the Outlet card you want to edit.

Outlet Administration

About Aussie Healthcare

Contact details

1 Parliament House Road
CANBERRAACT 2601

Religious specialisations

Support at Home organisation pricing @

Make changes to Support at Home service pricing across all managed
outlets.

Outlets (53)

ADD NEW OUTLET

Filter by

AZ - GO

Current sort order is A-Z

Aussie Healthcare

Aussie Healthcare Ballina

Qutlet ID: ABC123 Qutlet ID BCD234
Contact: Aussie Healthcare Contact Timotheus Abramsen
Phone: 0412 345 678 Phone: 0412 345678
Email: aussie@aussiehealthcare.com.au Email tim.abramsen@aussiehealthcare.co
Website not available m-au
Website: http:/iwww aussiehealthcare.com.au

(.’/‘w Verified Specialisations(s): -
- &%) Verified Specialisations(s):

@ inactive

Organisation philosophy

Cultural specialisations (.

®

N T
2 (#)
) (#)
) @
SN

Living Horizons

QOutlet ID: CDE345

Contact: Living Horizons

Phone: 02 1234 5678

Email: living@horizons.com.au
Website not available

'i"_i' Verified Specialisations(s):

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.

View outlet

About Aussie Healthcare Ballina

Organisation philosoph
Cultural specialisations @

Religious specialisations {?:

Fgn) £
\-.’JI - I\-\.f)‘l
Address = Contact Details =
507 RIVER Street .
WEST BALLINA NSW 2478 Name: Timotheus Abramsen
Phone: 0412 345678
Fax 0211112222
Email: fim. abramsen@aussiehealthcare com.au
Website: hittp: v auzsishealthcare com.au

4. Edit information and select SAVE CHANGES. To edit address details, select Edit next to the

outlet address.

For further information, go to My Aged Care | www.myage
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€ Edit outlet

Outlet details Contact details
All fields marked with an asterisk (*) are required. If the cutlet provides government funded aged care services, this information is displayed
in the Find a Provider tool on the My Aged Care website.
Ouset ramet ) If the outlet is approved to offer support services, this information is displayed when
Aussie Healthcare Ballina hing for support isations on the My Aged Care website.
Outlet add 7 First name *
©! adress Timotheus

507 RIVER Street, WEST BALLINA
NSW 2478, Australia

Laest naime *

Abramsen

Phane number * (7)

0412345678

Fax numiser ()

0211112222

Erruail #

tim_abramsen(@ aussiehealthcare .com.au

Website
URL scheme

htp:i/ -

URL domzsin
www aussiehealthcare.com.au

I SAVE CHANGES I CAMCEL

6.5 Tasks and notifications

6.5.1 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.

Service and Support Portal

# Home | Tasks and nofifications

&) Tasks and notifications

Tasks Motifications Manage Freferences Maximum wait times

All fields marked with an asterisk {*) are required.
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In the Tasks tab, you will be able to view all tasks that are relevant to your role. You can sort
tasks by:

e Due date
e Category
e Title/Description
e Aged Care User ID
e Client name
e 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.

2. 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.

® Tasks and nofifications ssausstansay || 8w

Clientsummary ~ Clientdetails  Supportnetwork  Referrals for my organisation ~ Plans  Attachments = Approvals  Services My Aged Care interactions ~ Notes | ERESEEULIINILEIAENY | Residential Care

Filter by (6)
Due Received
Type - Date Date ~ Category Titie/Description Channel = Activityld  Portal Outlet
Task 25/082 17/08/2025  End-of-Life End-of-Life SPR request 2- Service and BENDIGO HEALTH, Bendigo Health Services
025 Service The End-of-Life service for AUTORenew O'Reillyl, is approaching 12 weeks. Please sg:””'s SupportPortal - Community Care Midura - Support st Home
@ over conduct a Support Plan review if AUTORenew needs funding beyond this period
due Aged Care User ID: AC58585738
Client Name: AUTORenew O'Reillyl
Please action this task within 5 days
Go to

Services in Place

3.  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.

Notifications Maximum HCP wait times
Filter by )

Last name: First name Aged Care User ID:

ED SEARCH

FILTERS

o

o
m

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:

e Activity ID
e Aged Care User ID
o Category

e Date received

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

e Firstname

e Lastname

e Marked as important
e Overdue tasks

e Role

o Title.

Search tasks

Tasks
SAVEFILTER || CLEAR FILTER
Activity ID

Aged Care User ID
Category

Date received

Due date

First name

Last name

Marked as important
Overdue tasks

Role

Title

FILTER CANCEL

4. 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.

13/07/2017  Referrals New Referral Aged care user ID NAME | (®)

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

Aged Care User Id: Aged care user [D

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

Prionty: Medium

Activity Id- Activity ID

ncoming Referrals

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.
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6.5.2 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:
e Edit email address and email frequency for new task and notifications
e Turn off visibility of notifications in the Portal

e View description of each task and notification, including which user types will be able to
see them

e Edit individual task and notification preferences
o 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.

@) Tasks and notifications

Tasks Notifications | Manage Preferences Maximum wait times

Search by

Qutlet Name:

SEARCH CLEAR

Aussie Healthcare

Email notification preferences for this
Qutlet are:

Ir‘;\l
. ON NS
Tasks are CUSTOMISED

Emails are being sent to
john@aussiehealthcare.com.au

CHAMNGE PREFEREMNCES

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

Change preferences for Aussie Healthcare

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

Receive emails for new tasks and notifications

@
e I

Send email to: *
john@aussiehealthcare.com.au

Send emails: @ -

Show notifications in the portal? @
Yes No

RESET PREFERENCES @

Tasks and notifications are sorted by category. Select the expander icon to expand/collapse each
category.

Show notifications in the portal?  ?)
Yes No

RESET PREFERENCES |(7)

Client Services

Organisation Administration

Quality Indicators

For each task or naotification, you will be able to view:
e Type (e.g. task or notification)
o Title and brief description of the why the task or notification has triggered
e User type who can view or action the task or notification.
For each task or natification, you will be able to individually configure:
o Whether to send an email when a task or notification generate
e Frequency of email notification, if enabled

o Whether to display a task or notification as important in the portal.

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

Referrals @

i= Task: Overdue Referral
A received referral has not been accepted or rejected
This task is seen by: SP Team Lead

Send an email when this type of task is received?
o

Send the email:

Immediate -

Show this type of task as important?
Yes

© Notification: Client Identity and Info
A client has been deactivated in the My Aged Care system, and their Service referral has been automatically recalled.
This notification is seen by: SP Team Lead

Send an email when this type of notification is
received?

i

Send the email:
Immediate -

Show this type of notification in the portal when it
is received?

e

Show this type of notification as important?
Yes

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.

Aged Care
Received # Category Title/Description User ID Client name Select Remove
28/06/2017  Referrals New Referral Aged care userID. NAME O (&)

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

Aged Care User Id: Aged care user ID

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

Activity Id: Activity ID

Incoming Referrals

4. Select SAVE when all changes have been made.

You can reset the preferences by selecting RESET PREFERENCES at the top of the page.

RESET PREFERENCES @

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 97
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7 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.

7.1 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.

1800 836 799 Mon-Fri 8am - 8pm Sat 10am - 2pm Welcome Curtis from Aussie Aged Care

Service and Support Portal Logout

Welcome Curtis

My Aged Care interactions

Tasks and notifications Outlet administration

)

Govemment Provider Management System SIRS Notice

7.2 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:
e assign one or more roles
e 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:

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 98
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1. Select Staff Administration from the homepage.
2. Select ADD NEW STAFF.

| Staff administration

Siaff administration

About Aussie Healthcare

I

Contact details Organisation philosophy
507 RIVER: Sirest Cultural specialisations
WEST BALLINA MSW 2478 @

Religious specialisations @ (#)

3. Enter the staff member's details, including:
o first name
e last name
e unique email address
e contact number.

4. Then assign the required role(s) and outlet(s), and select Save.

o Add staff member

Staff details

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

Title - Job title

First name * Email *

Contact numbers
Last name * Only one contact number is required. *

Home @

Preferred name

Work [ 7 )

Mobie @

Manage roles * (7)

ASEIGN ROLES

SAVE CANCEL

5. Choose whether to assign the staff member at the Organisation Level or Outlet Level:
e Organisation Level gives access to organisation details and all associated outlets.
e Outlet Level gives access to one, multiple or all selected outlets within the organisation.

6. Select Save, then Save Roles.
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®

Service Provider Administrators can assign additional roles to staff within their outlet.

A person assigned the administrator role at the organisation level:

Manage roles

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

Please select the level for the role(s)
® Organisation level ) Ouflet level

Please select the role(s) *

Administrator O Team Leader
Staff Member ACFI Contact
[l sirs

SAVE CAMNCEL

A person assigned the roles of administrator and team leader at the outlet level:

Manage roles

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

Please select the level for the role(s)
() Organisation level [® Outlet level

Please selecl the role(s) *

Administrator Team Leader
[ staff Member ] ACFI Contact
O sirs

Choosing an outlet for the role:

Manage roles

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

Primary outlel *

Aussie Healthcare Ballina -

Pleasze select outlets for the role{s) *
L select all outlets

[ Aussie Healthcare Danwin ] Aussie Healthcare Melbourne
[J Aussie Healthcare Hobart d Aussie Healthcare Ballina
[ Aussie Healthcare Adelaide [ Aussie Healthcare Perth

BACK saveRoLEs | AR

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

7.3 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.

Staff administration

About Aussie Healthcare

]

Contact details Organisation philosophy
333 Aussie Avenue Cultural specialisations
HOBART TAS 7000 ®

Religious specialisations @ {}}

Staff (76)

ADD NEW STAFF

Filter by @

Sort ander
M - ﬂ

Current sort order is A-Z

Ignatius Jozica
ERAMSON VAN WIEREN
Staff member |10 AB123456 Staff member |10 CD234567 Staff member |D: EF345673
Job fitle: Gt | Manager Human R . Work: 0412 345 678 Job fitle: Registered Nurse
. Work: 03 4444 5555 @ Email: agarbut@aussichealthcare.com.au L. Work: 07 6666 5555
@ Email: ibramson@aussiehealthcare.com.au Assigned to @ Email: jvanwieren@aussiehealthcare.com.au
Assigned to & Aussie Healthcare Alice Springs Assigned to
@ Aussie Healthcare Sydney . i = Aussie Healthcare Castlemaing
Roles ®  Aussie Healthcare Bendigo

o Aussie Healthcare Dorrigo

& Administrator
+ SIRS Roles
« Team Leader o Staff Member
« Team Leader Roles

& Administrator

2. Select EDIT STAFF DETAILS.

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

@ (Active)
Staff member ID Stafi Member ID
CVS Co-ordinator

JEACTIVATE
Contact details

Email EMAIL

Contact numbers PHONE NUMBER

Staff Member

OUTLET NAME

Team Leader @

OUTLET NAME

EDIT STAFF DETAILS

3. Update the staff member's details and select Save.

€ Edit staff member

Staff details

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

Title Job tde

Mrs =  CVS Co-ordinator

First name * Emad *

NAME EMAIL

Last name * Contact numbers

NAME Only one contact number is required. *
Preferred name Home IE)

NAME

wark (7)
PHOME NUMEER

Mobile Q}
NAME
¥* N
Manage roles * (7)
MANAGE ROLES
Staff Member OUTLET NAME @.
Team Leader OUTLET NAME ©)

7.4 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:
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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.

Staff Administration
About NAME
Contact details Organisation philosophy
ADDRESS Cultisal Spabiubie st | 7 -
Crosean
HAME Ralgcnsd apoalastend (7)) (#
Staff (8)
=y g - |
‘=2
Corrent 0t order 5 A2
[x} 10
Mairiatirg ded Cormurscationd Cordulias PHOME NUMBER
PHONE NUMBER
EMAIL

3. On the View Staff Member page, select Deactivate.

© View staff member

NAME

) (Active)
Staff member ID Staff member 1D
Marketing and Communications Consultant

DEACTIVATE

Contact details
Email EMAIL

Contact numbers PHOMNE NUMBER

4. Select Deactivate Account to confirm.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Deactivate staff member

You are about to deactivate Emmet Ditsch. This will permanently lock the account and revoke all access to Aged Care
Systems.

DEACTIVATE ACCOUNT CAMNCEL

The staff account will be marked as Inactive in the Service and Support Portal.

7.5 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.

| Forinformation 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.

Staff Administration

About NAME
Contact details Organisation philosophy
ADDRESS Cultural specialisatons (?) (#
Croatian
Rebgious speciaksations (?) (/#)

Staff (5)

See Staff for Cutiet v

Vew S

= -3

" Order

A2 v

3. Select the name of the staff member you want to remove.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Staff (5)

ADD NEW STAFF

See Staff for Outlet M co
Wi Setus

Inactive M| co
Sort order

AL

Current sort order is A-Z

D D
PHONE NUMBER PHONE NUMBER
EMAIL EMAIL

Cutlets Outlets

@ rraciive @ naciive

4. On the View Staff Member page, select Remove.

©) View staff member

Mrs Bob Jones (Bobby)

(Inactive)
Staff member ID 1D

REACTIVATE REMOVE
Contact details

Email bob_jones@madeup.com
Contact numbers « (02) 6666 8888 (Home)

5. Select Remove again to confirm.

Remove staff member

You are about to remove Bob Jones.
Deing so will remove this staff member from your list. Call the Contact Centre if you need to reactivate this account.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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8 Generating reports and accessing forms

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.

8.1 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:

e Reports
e Forms

The Reports tab shows:

e recently requested reports
e available reports.

The Recently Requested Reports section displays client record PDFs that you have generated.

® Reports and documents
My Reports
Name Reqguested Date Status

No Records found

Reports List
Name Description Formats

BIP ACG SP Workload Management Report FDF

2. Select the report you want to generate from the Reports list.

(®Reports and documents
Forme
My Reports
Name Requested Date Status

No Records found

Reports List

Description

BIP ACG SP Workload Management Report

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



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

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.

(® Generate report

Reports Forms

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

BIP ACG SP Workload Management Report

£
Outlet () Status [+
Start Date: @ End Date
fe.g daimmdgy) (eg ddimmdyyy
Service Type: [+ [+
Priority: [
Qutput Type: * j

REQUEST REPORT | CAMCEL

8.2 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.

(® Reports and documents

Form :

My Reports

“  Requested Date

BIP ACG SP Workload Management Report 4 July 2017

Reports List
Name Description Formats
BIF ACG SP Workload Management Report PDF

4. Choose one of the following actions:

e Open to view the report
e Save to download the report
e Cancel to close the action window.

©) For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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D o want e open of save BIF ACG 5P Worklosd Management Re....PDF (103 KEB) from uat08- mysgedcare-sendiceproviderportal imsgov.au’
Open Swe T Candcel

8.3 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.

(® Reports and documents

Forms

10249 _Analysis [bxt 0.81KE]

ACG Siebel CTI Frequently Dialled Number Setup Guide [docx 178 53KE]
ACG Siebel CTI Operations Handover v1.1 [doc 243.93KE]

Application for Emergency Care - February 2017 [pdf 311.34KE]
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	This guide does not cover: 
	• Detailed instructions on how to set up organisations in the Relationship Authorisation Manager, which can be found on the 
	• Detailed instructions on how to set up organisations in the Relationship Authorisation Manager, which can be found on the 
	RAM website
	RAM website

	. 

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

	. 
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	1 Introduction 
	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 
	Logging in to the Aged 
	Care Systems


	2 Staff roles  
	The person nominated as the Organisation Administrator needs to be the first person from your organisation to log in to the Portal. Refer to  for more information. 
	Logging in to the Aged Care Systems
	Logging in to the Aged Care Systems


	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. 
	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. 
	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 
	Client Focussed Key Functions 
	Client Focussed Key Functions 
	Client Focussed Key Functions 
	Client Focussed Key Functions 

	Organisation Administrator 
	Organisation Administrator 

	Outlet Administrator 
	Outlet Administrator 

	Team Leader 
	Team Leader 

	Staff Member 
	Staff Member 



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

	 
	 

	 
	 

	✓ 
	✓ 

	✓ 
	✓ 


	View client records  (for referred clients) 
	View client records  (for referred clients) 
	View client records  (for referred clients) 

	 
	 

	 
	 

	✓ 
	✓ 

	✓ 
	✓ 


	View referrals 
	View referrals 
	View referrals 

	 
	 

	 
	 

	✓ 
	✓ 

	✓ 
	✓ 


	Accept, reject, and revoke referrals 
	Accept, reject, and revoke referrals 
	Accept, reject, and revoke referrals 

	 
	 

	 
	 

	✓ 
	✓ 

	 
	 


	View tasks and notifications 
	View tasks and notifications 
	View tasks and notifications 

	✓ 
	✓ 

	✓ 
	✓ 

	✓ 
	✓ 

	✓ 
	✓ 


	Manage organisation preferences for tasks and notifications 
	Manage organisation preferences for tasks and notifications 
	Manage organisation preferences for tasks and notifications 

	✓ 
	✓ 

	 
	 

	 
	 

	 
	 


	Manage outlet preferences for tasks and notifications 
	Manage outlet preferences for tasks and notifications 
	Manage outlet preferences for tasks and notifications 

	✓ 
	✓ 

	✓ 
	✓ 

	 
	 

	 
	 


	View My Aged Care interactions 
	View My Aged Care interactions 
	View My Aged Care interactions 

	✓ 
	✓ 

	✓ 
	✓ 

	✓ 
	✓ 

	✓ 
	✓ 


	Add client service information 
	Add client service information 
	Add client service information 

	 
	 

	 
	 

	✓ 
	✓ 

	✓ 
	✓ 


	Transfer clients between services (Currently Disabled) 
	Transfer clients between services (Currently Disabled) 
	Transfer clients between services (Currently Disabled) 

	✓ 
	✓ 

	 
	 

	 
	 

	 
	 


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

	✓ 
	✓ 

	✓ 
	✓ 

	✓ 
	✓ 

	✓ 
	✓ 




	 
	Organisation Focussed Key Functions 
	Organisation Focussed Key Functions 
	Organisation Focussed Key Functions 
	Organisation Focussed Key Functions 
	Organisation Focussed Key Functions 

	Organisation Administrator 
	Organisation Administrator 

	Outlet Administrator 
	Outlet Administrator 



	Request change to contractual information 
	Request change to contractual information 
	Request change to contractual information 
	Request change to contractual information 

	✓ 
	✓ 

	✓ 
	✓ 


	Add outlets 
	Add outlets 
	Add outlets 

	✓ 
	✓ 

	 
	 


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

	✓ 
	✓ 

	✓ 
	✓ 


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

	✓ 
	✓ 

	✓ 
	✓ 


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

	✓ 
	✓ 

	 
	 


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

	✓ 
	✓ 

	✓ 
	✓ 


	Apply for specialisation verification 
	Apply for specialisation verification 
	Apply for specialisation verification 

	✓ 
	✓ 

	✓ 
	✓ 


	Manage and view verified specialisations information  
	Manage and view verified specialisations information  
	Manage and view verified specialisations information  

	✓ 
	✓ 

	✓ 
	✓ 




	2.1 Administrator homepage 
	Administrators at an Organisation level can view and manage information for the entire organisation in the Service and Support Portal. Administrators for one or more outlet(s) in the organisation (Outlet level) will only be able to view and manage information for the outlet(s) they have been assigned. 
	If you log in to the Service and Support Portal as an Administrator, you can view Tasks and notifications, My Aged Care interactions, Reports and Documents, Outlet administration, SIRS Notice, Government Provider Management System and Staff administration tiles on your homepage. 
	 
	Figure
	2.2 Team Leader homepage 
	People assigned the Team Leader role in the Service and Support Portal have the same functions as the Staff Member role 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. 
	 
	Figure
	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
	How to use the Serious Incident Response Scheme Portal


	2.3 Staff Member homepage 
	People assigned the Staff Member role in the Service and Support Portal are responsible for adding and updating client service information in the client record. 
	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
	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. 
	 
	Figure
	2.4 Homepage for users assigned multiple roles 
	If you log in to the Service and Support Portal as a user with Administrator, Team Leader, and/or Staff Member roles, you can view the functions for all your roles on the homepage. 
	 
	Figure
	3 Creating service delivery outlets 
	Administrators will need to set up at least one outlet in the Service and Support Portal before they can add their organisation’s service information such as service items. Administrators can choose how to set up service(s) in the Portal: either all under one outlet or under multiple outlets. 
	Each outlet you set up can have different staff, service information, locations, and contact details recorded. Ideally, outlets should be established based on distinct delivery areas to manage client intake effectively and avoid overlapping delivery areas between outlets to prevent confusion and duplication of services. Refer to the user guide on  for further information about outlets.  
	Create service delivery outlets and add service 
	Create service delivery outlets and add service 
	information


	3.1 Creating or adding a new outlet 
	Administrators need to set up outlets in the Portal before service information can be added. When you create an outlet, the status is set to Inactive by default. You must activate the outlet and create service items in an outlet before it can be made operational. 
	1.
	1.
	1.
	 From the Outlet administration page, select ADD NEW OUTLET. 


	 
	Figure
	2.
	2.
	2.
	 Enter outlet details.  

	3.
	3.
	 To add an outlet address, select ADD OUTLET ADDRESS. 


	 
	Figure
	4.
	4.
	4.
	 Fill out your address details, then select VALIDATE THIS ADDRESS. 


	 
	Figure
	  
	5.
	5.
	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. 
	 
	Figure
	6.
	6.
	6.
	 Complete the remaining fields. Select CREATE OUTLET to save the record and create the outlet. 


	 
	Figure
	The outlet has now been created and the details for the outlet have been saved. Repeat this process for remaining outlets, if required. 
	3.2 Viewing outlets 
	To view outlets, follow the procedure below. 
	1.
	1.
	1.
	 Select Outlet administration from the homepage. 


	 
	Figure
	2.
	2.
	2.
	 From here, you can view all of the outlets for your organisation. 


	 
	Figure
	3.
	3.
	3.
	 You can sort and filter your outlets by outlet name, outlet status, support type, or ,  
	verified 
	verified 
	specialisation




	 
	Figure
	When you expand an outlet tile, any current verified specialisations for that outlet appear in a list. 
	 
	Figure
	3.3 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. 
	3.3.1 Add/edit cultural specialisations 
	1.
	1.
	1.
	 In the View Outlet page, select the Edit icon  next to Cultural specialisations to select those groups that you have a focus on providing culturally specific care to. 


	 
	Figure
	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. 
	 
	Figure
	  
	3.3.2 Add/edit religious specialisations 
	1.
	1.
	1.
	 Select the edit icon next to Religious specialisations to indicate if you have a focus on delivering care that aligns with particular religious needs or values. 
	Figure



	 
	Figure
	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. 
	 
	Figure
	  
	3.4 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  for a specific specialisation group or community. Providers do this by submitting evidence to support their application. 
	2025 Specialisation Verification Framework
	2025 Specialisation Verification Framework


	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: 
	 
	Figure
	Once an outlet has at least one current verified specialisation, the View Outlet page displays the specialisation name, verification date and validity period. 
	 
	Figure
	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 
	2022 Specialisation Verification Framework – Specialisation Name 
	2022 Specialisation Verification Framework – Specialisation Name 
	2022 Specialisation Verification Framework – Specialisation Name 
	2022 Specialisation Verification Framework – Specialisation Name 

	2025 Specialisation Verification Framework – Specialisation Name 
	2025 Specialisation Verification Framework – Specialisation Name 

	Displayed Specialisation Name 
	Displayed Specialisation Name 



	Aboriginal and Torres Strait Islander peoples and communities 
	Aboriginal and Torres Strait Islander peoples and communities 
	Aboriginal and Torres Strait Islander peoples and communities 
	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 

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


	Veterans 
	Veterans 
	Veterans 

	Veterans or war widows 
	Veterans or war widows 

	Veterans or war widows 
	Veterans or war widows 


	People from culturally and linguistically diverse (CALD) backgrounds 
	People from culturally and linguistically diverse (CALD) backgrounds 
	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 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 financially or socially disadvantaged 
	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 homeless or at risk of becoming homeless 
	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 

	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 separated from children by forced adoption/removal 
	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  

	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 
	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 

	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, transgender and intersex (LGBTI) people 
	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  

	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 or remote areas 
	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 

	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. 
	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  website. 
	Specialisation Verification for aged care services
	Specialisation Verification for aged care services


	To manage verified specialisations for service items within an outlet, refer to Specialisation Verification in the  section. 
	Creating and maintaining service items
	Creating and maintaining service items


	  
	3.4.1 Verified specialisations and service items 
	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 
	 
	Figure
	3.4.2 Manage specialisation verifications for the outlet 
	1.
	1.
	1.
	 
	 Select your outlet from the Outlet Administration page.
	 Select your outlet from the Outlet Administration page.



	2.
	2.
	 Go to Manage Verifications. 

	3.
	3.
	 The Manage Specialisation Verifications page opens. This page allows you to: 

	•
	•
	 to be assessed by the department. 
	 Lodge a new application
	 Lodge a new application



	•
	•
	 View and manage application(s) submitted 

	•
	•
	 View finalised applications  


	3.4.3 Managing applications 
	You can manage specialisation applications from the Manage Specialisation Verifications page ‘Applications’ tab to: 
	•
	•
	•
	 View draft,  and  applications. 
	in-progress
	in-progress

	re-issued


	•
	•
	 Delete draft applications by selecting the Delete  icon at the top right corner of the application’s card. Deleting a draft application will remove it from your Applications in progress view. 
	Figure


	•
	•
	 Withdraw submitted applications by selecting the Delete  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. 
	Figure


	•
	•
	 View and filter finalised and withdrawn applications. 

	•
	•
	 View a read only version of your finalised or withdrawn applications. 


	 
	Figure
	3.4.4 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.
	1.
	1.
	 In Outlet Administration, open the outlet card and select the Expand (double arrows) icon next to Verified Specialisation(s). 


	 
	Figure
	2.
	2.
	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’. 


	 
	Figure
	  
	3.
	3.
	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. 
	 
	Figure
	4.
	4.
	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. 


	 
	Figure
	5.
	5.
	5.
	 To remove a specialisation, select the Delete  icon. You can remove specialisations with a status of Current or Expiring Soon. 
	Figure



	 
	Figure
	6.
	6.
	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. 
	 
	Figure
	3.4.5 Submitting a new application 
	1.
	1.
	1.
	 
	 Go to your outlet from the Outlet Administration Page.
	 Go to your outlet from the Outlet Administration Page.



	2.
	2.
	 Select Manage Verifications located at the bottom left of the page. 


	 
	Figure
	3.
	3.
	3.
	 Select LODGE A NEW APPLICATION. 


	 
	Figure
	4.
	4.
	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.
	5.
	 Select Next to continue. 


	 
	 

	Figure
	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.
	6.
	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.   
	 
	Figure
	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. 
	 
	Figure
	7.
	7.
	7.
	 The Step 03 Application page displays. This page outlines the evidence you must provide to support your application for the selected specialisation. 


	 
	Figure
	! 
	! 
	! 
	! 
	! 

	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: 
	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: 
	L
	LI
	Lbl
	• This example shows an information banner to guide selection of ‘one’ specialisation per application. 


	  
	Figure
	L
	LI
	Lbl
	• 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. 


	 
	Figure




	a)
	a)
	a)
	 Select DOWNLOAD FORM to download the evidence form. Complete and save the form before you continue. 


	 
	Figure
	b)
	b)
	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 a


	 
	Figure
	c)
	c)
	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 
	 
	Figure
	CALD TIER 2 CRITERION EXAMPLE 
	 
	Figure
	d)
	d)
	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. 
	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. 




	  
	Figure
	e)
	e)
	e)
	 If needed, enter any extra information in the Additional Information field. 

	f)
	f)
	 Select NEXT to continue. 


	 
	Figure
	8.
	8.
	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  later, the system will automatically apply all current verified specialisations of the parent outlet to that service item.) 
	add a new service item to this outlet
	add a new service item to this outlet


	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. 
	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.
	9.
	 Select the expand icon to view more details about a program type and its service items. 

	10.
	10.
	 Select NEXT to continue. 


	 
	Figure
	11.
	11.
	11.
	 The Step 05: Declaration page opens. 

	12.
	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.
	13.
	 Select SUBMIT to submit your application. 


	 
	Figure
	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. 
	 
	Figure
	14.
	14.
	14.
	 Your application will appear in the  page under the ‘Applications’ tab. 
	Manage specialisation verifications
	Manage specialisation verifications




	 
	Figure
	3.4.6 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.
	1.
	1.
	 
	 Go to your outlet from the Outlet Administration Page.
	 Go to your outlet from the Outlet Administration Page.



	2.
	2.
	 Select Manage Verifications located at the bottom left of the page.  


	 
	Figure
	3.
	3.
	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. 


	 
	Figure
	If the application is not resubmitted during this period, the information banner will display an ‘overdue’ status message.   
	  
	Figure
	4.
	4.
	4.
	 Select the Reissued application.  

	5.
	5.
	 The Step 01 Information page displays. Review the information, then select NEXT. 

	6.
	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.   
	 
	Figure
	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. 
	 
	Figure
	7.
	7.
	7.
	 Review the assessor’s instructions and provide the requested evidence. 


	 
	Figure
	For instructions on providing and uploading evidence, refer to section . 
	3.4.5 Submitting a new 
	3.4.5 Submitting a new 
	application


	 
	8.
	8.
	8.
	 If needed, enter any extra information in the Additional Information field. Select NEXT to continue. 

	9.
	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.
	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.
	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.
	12.
	 Select SUBMIT to resubmit your application.  The application will display in the Applications tab Applications in progress view with a status of Submitted. 


	3.4.7 Viewing applications  
	1.
	1.
	1.
	 To view an application in progress, , go to the ‘Applications’ tab and select the application name. 
	open the outlet’s Manage Specialisation Verifications 
	open the outlet’s Manage Specialisation Verifications 
	page




	 
	Figure
	2.
	2.
	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.
	3.
	3.
	 Select CLOSE to return to the Manage Specialisation Verifications page. 


	 
	Figure
	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 , including uploading evidence documents. However, you cannot change your specialisation – that page is greyed out. 
	submit your application
	submit your application


	4.
	4.
	4.
	 Select SAVE to save your application. Select CLOSE to return to the Manage Specialisation Verifications page. 


	 
	Figure
	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. 
	 
	Figure
	5.
	5.
	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.
	6.
	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. 
	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. 




	 
	Figure
	! 
	! 
	! 
	! 
	! 

	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. 
	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 
	 
	Figure




	7.
	7.
	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. 
	specialisation, application date, and validity date. Select FILTER to apply your chosen filters. 


	 
	Figure
	4 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 (), and used by My Aged Care contact centre staff and assessors to refer clients to service(s). 
	www.myagedcare.gov.au
	www.myagedcare.gov.au


	Services need to be linked to one or more of your outlets. 
	4.1 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.
	1.
	1.
	, select the name of the outlet on the outlet card that you want to add a service item to.  
	 From the Outlet administration page
	 From the Outlet administration page




	The View Outlet page then appears. 
	 
	Figure
	2.
	2.
	2.
	 From the View outlet page, select VIEW SERVICE ITEMS. 


	 
	Figure
	3.
	3.
	3.
	 From the View Service Items page, select the applicable Program tab. 


	 
	Figure
	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.
	4.
	4.
	 Select the ADD A SERVICE ITEM button. 


	 
	Figure
	5.
	5.
	5.
	 Select the Program for the service item that you wish to add. 


	 
	Figure
	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. 
	 
	Figure
	6.
	6.
	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. 
	 
	Figure
	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. 
	 
	Figure
	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 
	 
	Figure
	The added service item will inherit its name from the ‘service item name’ column value of the selected row. 
	7.
	7.
	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.  


	 
	Figure
	  
	8.
	8.
	8.
	 The service item will now display in the Outlet details page under Services. 


	 
	Figure
	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  for more information. 
	Activating or deactivating a service item
	Activating or deactivating a service item


	! 
	! 
	! 
	! 
	! 

	If this service item belongs to an outlet that has one or more , you must comply with the requirements of those specialisation/s. 
	If this service item belongs to an outlet that has one or more , you must comply with the requirements of those specialisation/s. 
	verified specialisations
	verified specialisations






	9.
	9.
	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. 


	 
	Figure
	  
	4.2 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
	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
	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. 
	Only non-contractual information can be edited in the Service and Support Portal. 




	1.
	1.
	1.
	, 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. 
	 From the Outlet administration page
	 From the Outlet administration page




	 
	Figure
	2.
	2.
	2.
	 From the View outlet page, select VIEW SERVICE ITEMS. 


	 
	Figure
	3.
	3.
	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 
	 
	Figure
	Non-Support At Home Service Item Example 
	 
	Figure
	4.
	4.
	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. 
	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 (), based on contractual information for each service item. 
	Aged Care Planning 
	Aged Care Planning 
	Span
	Region






	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. 
	4.3 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.
	1.
	1.
	, 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. 
	 From the Outlet administration page
	 From the Outlet administration page




	 
	Figure
	2.
	2.
	2.
	 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 
	 
	Figure
	Use the expander icon to reveal the applicable service types for the service group; and services for the selected service type. 
	 
	Figure
	! 
	! 
	! 
	! 
	! 

	Support At Home Waitlists 
	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 
	 
	Figure
	4.4 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 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 . This means: 
	My Aged Care website
	My Aged Care website


	L
	LI
	Lbl
	• It impacts the referrals sent by contact centre staff and assessors 

	LI
	Lbl
	• It tells the client which services are available in their area 

	LI
	Lbl
	• 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.
	1.
	1.
	, 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. 
	 From the Outlet administration page
	 From the Outlet administration page




	 
	Figure
	2.
	2.
	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 
	 
	Figure
	Support At Home Example 
	 
	Figure
	3.
	3.
	3.
	 The Service details page will display. Select Edit (Pencil) next to the Service delivery area section. 


	Non-Support At Home Example 
	 
	Figure
	For Support At Home, there are no suburbs listed. 
	Support At Home Example 
	 
	Figure
	4.
	4.
	4.
	 The Edit service delivery details page will display. 


	 
	Figure
	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.
	5.
	5.
	 Search for and Add suburbs. 


	 
	Figure
	Use the search dialogue to obtain a list of suburbs that match the specified search criteria. 
	Suburb Search Results List Example 
	 
	Figure
	Select those suburbs which are to be added to the service delivery area. 
	6.
	6.
	6.
	 Review suburb list and Save changes. 


	 
	Figure
	4.5 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.  

	 
	Figure
	4.6 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. 
	 
	Figure
	4.7 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.  
	 
	Figure
	4.8 Languages 
	1.
	1.
	1.
	 To indicate that services are being delivered in a language other than English, select the SELECT LANGUAGES AVAILABLE button. 


	 
	Figure
	2.
	2.
	2.
	 Select one or more languages then select SAVE. 


	 
	Figure
	3.
	3.
	3.
	 The languages will be displayed. Select the Pencil (edit) icon to change languages. 


	 
	Figure
	4.9 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.
	1.
	1.
	, 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. 
	 From the Outlet administration page
	 From the Outlet administration page




	 
	Figure
	2.
	2.
	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 
	 
	Figure
	  
	Support At Home Example 
	 
	Figure
	3.
	3.
	3.
	 The Service details page will display. 

	4.
	4.
	 Scroll down to the Promotional section.  

	5.
	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. 
	 
	Figure
	  
	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. 
	 
	Figure
	4.10 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. 
	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.
	1.
	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.
	2.
	2.
	 Select VIEW SERVICE ITEMS. 


	 
	Figure
	3.
	3.
	3.
	 Select the blue arrow next to See Sub-types under the service to see expanded service details. 


	 
	Figure
	4.
	4.
	4.
	 Then select ADD/REMOVE SUBTYPES. 


	 
	Figure
	5.
	5.
	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. 
	 
	Figure
	5 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 , 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. 
	Specialisation Verification
	Specialisation Verification


	 
	Figure
	5.1 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.
	1.
	1.
	 Navigate to the Support at Home service type that you want to edit the classification type for, by following the steps in . Then, select Edit (Pencil) next to the Classification Type. 
	Editing a service item
	Editing a service item




	 
	Figure
	2.
	2.
	2.
	 At the pop up, select Ongoing and/or Short-term and select SAVE. 


	 
	Figure
	5.2 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.
	1.
	1.
	 Navigate to the service type that you want to edit by following the steps in . 
	Editing a service 
	Editing a service 
	item



	2.
	2.
	 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 
	 
	Figure
	3.
	3.
	3.
	 Enter the start and end times for the applicable day. 


	 
	Figure
	5.3 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). 
	Figure
	Support At Home Example 
	 
	Figure
	1.
	1.
	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.  
	hours are active by default and cannot be changed.  

	2.
	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. 


	 
	Figure
	3.
	3.
	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.
	4.
	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. 


	5.4 Staffing notes 
	Staffing notes can be specified for each program. 
	 
	Figure
	5.5 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 
	 
	Figure
	5.6 Service Description 
	Enter any further information about your service here, and it will be displayed at the Service Finder. 
	 
	Figure
	5.7 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).
	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. 
	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.
	1.
	1.
	 Select the outlet from the Outlet Administration tile, then select ‘View Service Items’. 

	2.
	2.
	 select the Support at Home tab, then select the Magnifying Glass (view) icon to the right of the ‘Support at Home’ heading. 


	 
	Figure
	To view individual Support at Home services:  
	1.
	1.
	1.
	 Select the outlet from the Outlet Administration tile, then select ‘View Service Items’. 

	2.
	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:  
	o
	o
	o
	 Self-care products 

	o
	o
	 Assistive technology prescription and clinical support 

	o
	o
	 Communication and information management products 





	 
	Figure
	5.7.1 Updating Pricing Information at the Organisation Level 
	! 
	! 
	! 
	! 
	! 

	This functionality is available to Organisation Administrators only. 
	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.
	1.
	1.
	 Go to the Outlet Administration page by following the steps in . 
	Viewing outlets
	Viewing outlets



	2.
	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. 


	 
	Figure
	3.
	3.
	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. 
	 
	Figure
	4.
	4.
	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 
	 
	Figure
	Nursing Care Pricing Page Example 
	 
	Figure
	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: 
	 
	Figure
	 
	Figure
	5.
	5.
	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. 


	 
	Figure
	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. 
	 
	Figure
	6.
	6.
	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.
	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.
	8.
	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. 
	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.
	9.
	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.  
	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.
	10.
	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. 


	 
	Figure
	11.
	11.
	11.
	 When pricing has applied to all outlets, the Outlet update status is Completed, and you can edit again. 


	 
	Figure
	5.7.2 Updating Pricing Information at the Outlet Level 
	1.
	1.
	1.
	 Navigate to the Outlet Administration page by following the steps in . Then, select your outlet card from the Outlet tiles.  
	Viewing outlets
	Viewing outlets




	 
	Figure
	2.
	2.
	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.
	3.
	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.
	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.
	5.
	 Then, select Save button. 


	 
	Figure
	The Pricing URL will now appear at the View Outlet page. 
	 
	Figure
	5.7.3 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.
	1.
	1.
	 Choose your outlet from the Outlet Administration tile, then select View Service Items. 

	2.
	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. 


	 
	Figure
	3.
	3.
	3.
	 The Support at Home details Page appears.  


	This contains all configuration available for the service item. 
	 
	Figure
	4.
	4.
	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.
	5.
	5.
	 Finally, select Save. 


	 
	Figure
	5.7.4 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. 
	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.
	1.
	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. 
	 
	Figure
	2.
	2.
	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  (also referred as reference price) and 
	price/s set at the Organisation level
	price/s set at the Organisation level



	•
	•
	 when you select the delivery hours option/s you offer for the service. 


	When the pricing is auto filled, an information banner also appears. 
	 
	Figure
	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. 
	 
	Figure
	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. 
	 
	Figure
	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: 
	 
	Figure
	 
	Figure
	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. 
	 
	Figure
	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. 
	 
	Figure
	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. 
	 
	Figure
	Some services such as consumables will default to Market price. No price is required to be entered. 
	  
	Figure
	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. 
	5.7.5 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.  
	L
	1. Go to Reports and Documents tile of the portal home page, then select the Support at Home Pricing Status link. 
	1. Go to Reports and Documents tile of the portal home page, then select the Support at Home Pricing Status link. 


	 
	Figure
	2.
	2.
	2.
	 This will open a Report View page. Begin typing the Outlet name to select, you can add additional outlets. 

	3.
	3.
	 Then, Select the output type and then the Request Report button.  


	 
	Figure
	4.
	4.
	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.
	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. 
	 
	Figure
	•
	•
	•
	 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. 
	5.8 Rooms (Residential Care) 
	5.8.1 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. 
	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.
	1.
	1.
	 Select Outlet administration from the . Select the name of the outlet on the Outlet Card you want to add room information to.  
	homepage
	homepage




	 
	Figure
	2.
	2.
	2.
	 The View outlet page appears. Select the VIEW SERVICE ITEMS button. 


	 
	Figure
	3.
	3.
	3.
	 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. 


	 
	Figure
	4.
	4.
	4.
	 Then Select ADD ROOM TYPE. 


	 
	Figure
	5.
	5.
	5.
	 The Room Type page appears. Enter required information in the General room information and Pricing information sections. Ensure mandatory fields (red asterisk) are completed.  


	 
	Figure
	 
	a)
	a)
	a)
	 In the Pricing Information section, enter the room’s . If you enter an amount higher than the maximum allowed, an information banner appears similar to the example below. 
	Maximum Refundable Deposit 
	Maximum Refundable Deposit 
	(RAD)




	 
	Figure
	To publish and charge a room price above the maximum allowed (or the equivalent daily payment), you must have a valid approval from the  (IHACPA), formerly known as the Aged Care Pricing Commissioner.  
	Independent Health and Aged Care Pricing 
	Independent Health and Aged Care Pricing 
	Authority


	! 
	! 
	! 
	! 
	! 

	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. 
	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. 


	 
	Figure
	b)
	b)
	b)
	 Enter the required information under Key feature statement.  


	 
	Figure
	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.  

	6.
	6.
	 Select SAVE AND SUBMIT REQUESTED CHANGES FOR APPROVAL. 


	 
	Figure
	! 
	! 
	! 
	! 
	! 

	If you select SAVE, this room information will be saved only and not submitted for publication. 
	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. 
	5.8.2 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.
	1.
	1.
	 To edit the details for a room, select the edit (pencil).icon next to the room’s listing.  


	 
	Figure
	2.
	2.
	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. 


	 
	Figure
	! 
	! 
	! 
	! 
	! 

	Providers with an IHACPA approved maximum  over the maximum allowed can also index the room price in line with legislation. For details on calculating the indexation of approved RADs visit .  
	Providers with an IHACPA approved maximum  over the maximum allowed can also index the room price in line with legislation. For details on calculating the indexation of approved RADs visit .  
	Refundable Accommodation Deposit
	Refundable Accommodation Deposit

	www.ihacpa.gov.au
	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.
	3.
	3.
	 Scroll down to the bottom of the page. Select SAVE AND SUBMIT REQUESTED CHANGES FOR APPROVAL.  


	 
	Figure
	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.  
	 
	Figure
	5.8.3 Change room status 
	1.
	1.
	1.
	 Select the edit icon (pencil) next to the Status of the room you want to set as Offline or Operational. 


	 
	Figure
	2.
	2.
	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.
	3.
	3.
	 Select SAVE. 


	 
	Figure
	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. 
	 
	Figure
	If you wish to make an Offline room Operational:  
	1.
	1.
	1.
	 click on the edit icon (pencil) next to Status: Offline. 


	 
	Figure
	2.
	2.
	2.
	 Select Operational (displayed) from the change status drop-down menu followed by the reason for the change.  

	3.
	3.
	 Then select SAVE.  


	 
	Figure
	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. 
	 
	Figure
	5.8.4 Delete a room 
	Residential Care providers can choose to permanently delete a room. Note that deletion of a room cannot be reversed.  
	1.
	1.
	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.  
	 
	Figure
	2.
	2.
	2.
	 From the pop-up, select the reason for deleting the room and select DELETE.  


	 
	Figure
	A green banner will display at the bottom of screen confirming the room has been successfully deleted.  
	 
	Figure
	5.9 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.  
	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.  




	5.10 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.
	1.
	1.
	 Select Outlet administration from the , then select the outlet that contains the service items that you want to activate/deactivate, and then select VIEW SERVICE ITEMS. 
	homepage
	homepage




	 
	Figure
	2.
	2.
	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. 
	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. 




	  
	Figure
	3.
	3.
	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. 
	 
	Figure
	For Support at Home, the Operational or Offline status applies to every service group, service type and service that your outlet is approved for. 
	 
	Figure
	 
	! 
	! 
	! 
	! 
	! 

	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.  
	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. 




	6 Maintaining service delivery outlets 
	6.1 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.
	1.
	1.
	 Navigate to the View Outlet details from the Outlet administration page for the outlet that you want to activate and select ACTIVATE OUTLET. 


	 
	Figure
	2.
	2.
	2.
	 Select ACTIVATE OUTLET to confirm that you wish for this information to be displayed in the service finder. A warning message will display: 


	 
	Figure
	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
	 

	Figure
	Outlet View 
	 
	Figure
	6.2 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. 
	An outlet cannot be made inactive if there are accepted and commenced services. 




	Follow these steps to deactivate an outlet: 
	1.
	1.
	1.
	 Select Outlet Administration from the . 
	homepage
	homepage



	2.
	2.
	 Navigate to the View Outlet details from the Outlet administration page for the outlet that you want to deactivate and select DEACTIVATE OUTLET. 


	 
	Figure
	3.
	3.
	3.
	 Select DEACTIVATE OUTLET to confirm that you wish to deactivate the outlet. 


	 
	Figure
	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. 
	 
	Figure
	 
	Figure
	6.3 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. 
	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.
	1.
	1.
	 Select Outlet administration from the . 
	homepage
	homepage



	2.
	2.
	 Navigate to the View Outlet details from the Outlet administration page for the inactive outlet you wish to remove and select REMOVE OUTLET. 


	 
	Figure
	3.
	3.
	3.
	 Select REMOVE OUTLET to confirm you wish to remove the outlet. 


	 
	Figure
	The outlet will no longer display in the Service and Support Portal. 
	 
	Figure
	6.4 Editing outlet details 
	Follow these steps to edit an outlet: 
	! 
	! 
	! 
	! 
	! 

	Only non-contractual information can be edited in the Service and Support Portal. 
	Only non-contractual information can be edited in the Service and Support Portal. 




	1.
	1.
	1.
	 Select Outlet administration from the .  
	homepage
	homepage



	2.
	2.
	 Select the name of the outlet on the Outlet card you want to edit. 


	 
	Figure
	3.
	3.
	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
	Editing the organisation philosophy


	 
	Figure
	4.
	4.
	4.
	 Edit information and select SAVE CHANGES. To edit address details, select Edit next to the outlet address. 


	 
	Figure
	6.5 Tasks and notifications 
	6.5.1 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. 
	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.
	1.
	1.
	 Select the Tasks and notifications tile from the . 
	homepage
	homepage




	To view tasks for your organisation, select Tasks. Select an outlet to view tasks related to that outlet. 
	 
	Figure
	 
	 
	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.  
	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. 




	2.
	2.
	2.
	 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. 
	 
	Figure
	3.
	3.
	3.
	 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. 


	 
	Figure
	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. 


	 
	Figure
	4.
	4.
	4.
	 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. 
	 
	Figure
	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. 
	6.5.2 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.
	1.
	1.
	 Select the Tasks and notifications tile from the . 
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	2.
	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.
	3.
	3.
	 Then, select Change Preferences. 


	 
	Figure
	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. 
	  
	Figure
	Tasks and notifications are sorted by category. Select the expander icon to expand/collapse each category. 
	 
	Figure
	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. 


	 
	Figure
	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. 
	 
	Figure
	4.
	4.
	4.
	 Select SAVE when all changes have been made.  


	You can reset the preferences by selecting RESET PREFERENCES at the top of the page. 
	 
	Figure
	  
	7 Creating and maintaining staff accounts 
	Once you have , you can create and maintain staff accounts. 
	created your organisation’s outlets
	created your organisation’s outlets


	For more information about staff roles refer to  
	Staff Roles in the Service and Support Portal.
	Staff Roles in the Service and Support Portal.


	7.1 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. 
	 
	Figure
	7.2 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 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.
	1.
	1.
	 Select Staff Administration from the . 
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	2.
	2.
	 Select ADD NEW STAFF. 


	 
	Figure
	3.
	3.
	3.
	 Enter the staff member's details, including: 

	•
	•
	 first name 

	•
	•
	 last name 

	•
	•
	 unique email address 

	•
	•
	 contact number. 

	4.
	4.
	 Then assign the required role(s) and outlet(s), and select Save. 


	 
	Figure
	5.
	5.
	5.
	 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. 

	6.
	6.
	 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: 
	 
	Figure
	A person assigned the roles of administrator and team leader at the outlet level: 
	 
	Figure
	Choosing an outlet for the role: 
	 
	Figure
	! 
	! 
	! 
	! 
	! 

	The first time each staff member logs into the Service and Support Portal, they must follow the steps outlined in . 
	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
	Logging in to the Aged Care Systems






	7.3 Editing a staff account 
	Follow these steps to edit a staff account: 
	1.
	1.
	1.
	 Select Staff Administration from the Portal homepage. Select the staff member's name from the Staff list. 


	 
	Figure
	2.
	2.
	2.
	 Select EDIT STAFF DETAILS. 


	 
	Figure
	3.
	3.
	3.
	 Update the staff member's details and select Save. 
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	7.4 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.
	1.
	1.
	 Select Staff Administration from the Portal homepage. 

	2.
	2.
	 From the Staff Administration page, select the name of the staff member on the Staff card that you want to deactivate. 


	 
	Figure
	3.
	3.
	3.
	 On the View Staff Member page, select Deactivate. 
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	4.
	4.
	4.
	 Select Deactivate Account to confirm. 


	 
	Figure
	The staff account will be marked as Inactive in the Service and Support Portal. 
	7.5 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 . 
	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 
	Logging in to the Aged Care Systems | Australian 
	Span
	Government Department of Health, Disability and Ageing






	Follow these steps to remove a staff account: 
	1.
	1.
	1.
	 Select Staff Administration from the Portal homepage. 

	2.
	2.
	 On the Staff Administration page, select Inactive from the View Status drop-down list to display inactive staff members. 


	 
	Figure
	3.
	3.
	3.
	 Select the name of the staff member you want to remove. 
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	4.
	4.
	4.
	 On the View Staff Member page, select Remove. 
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	5.
	5.
	5.
	 Select Remove again to confirm. 
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	8 Generating reports and accessing forms 
	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. 
	8.1 Generating reports 
	Administrators, Team Leaders and Staff Members can generate reports. 
	Follow these steps to generate a report: 
	1.
	1.
	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. 
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	2.
	2.
	2.
	 Select the report you want to generate from the Reports list. 
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	3.
	3.
	3.
	 Select an Outlet ID, enter a start date and end date, and choose an output format (CSV or PDF).  

	4.
	4.
	 Select Request Report. 

	5.
	5.
	 If you do not want to generate the report, select Cancel. 
	Figure
	1.
	1.
	1.
	 Select Reports and Documents from the Portal homepage. 

	2.
	2.
	 On the Reports and Forms page, find the report in the Recently Requested Reports list.  

	3.
	3.
	 Select View next to the report. 
	Figure


	4.
	4.
	 Choose one of the following actions:  

	1.
	1.
	 Select Reports and Documents from the Portal homepage. 

	2.
	2.
	 Select the Forms tab. 

	3.
	3.
	 View and access the available forms from the list displayed. 





	 
	8.2 Viewing reports 
	Follow these steps to view a report: 
	 
	•
	•
	•
	 Open to view the report 

	•
	•
	 Save to download the report 

	•
	•
	 Cancel to close the action window. 
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	8.3 Accessing forms 
	Follow these steps to access forms: 
	 
	Figure



