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Service and Support Portal User Guide Part 2: Team Leader and Staff Member Functions
The My Aged Care Service and Support Portal User Guide - Part 2 (Service and Support Portal User Guide) outlines how Commonwealth-funded registered providers (providers) use the My Aged Care Service and Support Portal for their organisation. This portal is previously known as the My Aged Care Service Provider Portal.
The Service and Support Portal User Guide is split into two parts as follows:
· Part One provides an overview of the portal and describes the functions that an individual with the Administrator role in the Service and Support Portal will perform.
· Part Two (this document) provides an overview of the portal and describes the functions that an individual with the Team Leader or Staff Member role in the Service and Support Portal (‘you’) will perform.
This guide does not cover detailed instructions on how to obtain a myID (which can be found in the user guide Logging in to the Aged Care Systems).
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[bookmark: _Toc418754284][bookmark: _Toc414918055][bookmark: _Toc413779100]Use the Service and Support Portal to:
· Manage information about the services you provide.
· Manage service referrals from My Aged Care contact centre staff or assessors by accepting, rejecting, or waitlisting referrals.
· Update client records with details of the services you deliver.
· Request a support plan review by an assessor for a client.
· Report Serious Incident Response Scheme (SIRS) Priority 1 and Priority 2 incidents in residential, in-home, and Support at Home aged care services.
· [bookmark: _Toc461628692][bookmark: _Toc474312817]Generate reports.
· Manage residential clients’ classifications, reassessments, reconsiderations, and palliative care administration.
[bookmark: _Toc460397096][bookmark: _Toc29832267][bookmark: _Toc114749109][bookmark: _Toc128738399]To access the Service and Support portal, each staff member must have a My Aged Care portal user account linked to a supported third-party authentication service. 
For information on setting up user accounts and logging in, refer to Logging in to the Aged Care Systems.
[bookmark: _Toc241847277]Staff Roles
The My Aged Care Organisation Administrator must be the first person in your organisation to log in to the Service and Support Portal.
The Logging in to the Aged Care Systems guide explains how to nominate your first Organisation Administrator.
The Organisation Administrator assigns roles to other staff members. They can also assign administrator roles to additional staff to help set up and maintain your organisation's information in the Service and Support Portal. Assign roles based on each staff member's responsibilities within your organisation.
 ! 	If you have more than one role, your access applies across all outlets that you can access in the Service and Support Portal.
The following tables describe the functions available for each role in the Service and Support Portal. They cover both client-focussed and organisation-focussed tasks.
Client Focused key functions 
	Key Functions
	Organisation Administrator
	Outlet Administrator
	Team Leader
	Staff Member

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

	View client records (for referred clients)
	
	
	ü
	ü

	View referrals
	
	
	ü
	ü

	Accept, reject, and revoke referrals
	
	
	ü
	

	View tasks and notifications
	ü
	ü
	ü
	ü

	Manage organisation preferences for tasks and notifications
	ü
	
	
	

	Manage outlet preferences for tasks and notifications
	ü
	ü
	
	

	View My Aged Care interactions
	ü
	ü
	ü
	ü

	Add client service information
	
	
	ü
	ü

	Transfer clients between services
	ü
	
	
	

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

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

	Request Residential Funding Reassessments
	
	
	ü
	


ORGANISATION FOCUSSED KEY FUNCTIONS
	Key Functions
	Organisation Administrator
	Outlet Administrator
	Team Leader
	Staff Member

	View Palliative Care recipients 
	
	
	ü
	ü

	Upload Palliative Documentation
	
	
	ü
	ü

	Submit notifications under the 
Serious Incident Response Scheme
	ü
	
	
	

	Request change to contractual information
	
	ü
	
	

	Add outlets
	ü
	
	
	

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

	Manage services: add, edit, activate, transfer (organisation administrator only) or deactivate
	ü
	ü
	
	

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

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

	Apply, manage and view Specialisation Verification information 
	ü
	ü
	
	


2.1 [bookmark: _Toc113880241][bookmark: _Toc128738403][bookmark: _Toc241847278][bookmark: _Toc418754290][bookmark: _Toc461628700][bookmark: _Toc474312826][bookmark: _Toc489870654]Administrator homepage
 ! 	Go to Service and support portal user guide – Part 1: Administrator functions for more information for Administrators.
People with an administrator role at the organisation level (Organisation Administrator) can view and manage information for the entire organisation in the Service and Support Portal.
People with an administrator role at the outlet level (Outlet Administrator) can only view and manage information for the outlet or outlets assigned to them.
When you log in to the Service and Support Portal as an administrator, the following tiles appear on your home page:
· Tasks and Notifications
· My Aged Care Interactions
· Reports and Documents
· Government Provider Management System
· Outlet Administration
· Staff Administration.
If your Organisation Administrator has assigned you the SIRS role, you will also see the SIRS Notice tile on your home page.
[image: Example home page of Service and Support portal for an Administrator]
2.2 [bookmark: _Toc113880242][bookmark: _Toc128738404][bookmark: _Toc241847279]Team Leader homepage
People with the Team Leader role can do everything available to a Staff Member. They are also responsible for managing service referrals and residential funding reassessment requests.
When you log in to the Service and Support Portal as a Team Leader, the following tiles appear on your home page:
· Service Referrals
· Find a Client
· Tasks and Notifications
· My Aged Care Interactions
· Reports and Documents
· Retrieve a Referral Code
· Residential Care
· Government Provider Management System.
If your Organisation Administrator has assigned you the SIRS role, you will also see the SIRS Notice tile on your home page.
For information about adding the SIRS application for staff members, refer to Service and Support Portal user guide – Serious incident response scheme: Residential aged care services (SIRS) portal.
[image: Example home page of Service and Support portal for a Team Leader]
2.3 [bookmark: _Toc113880243][bookmark: _Toc128738405][bookmark: _Toc241847280] Staff Member homepage
People with the Staff Member role are responsible for adding and updating information about services provided to clients in their client records.
Your organisation may also authorise you to submit notifications under the Serious Incident Response Scheme (SIRS). 
As a Staff Member, you can view clients in your residential facility and access their current and previous classifications through the Residential Care tile.
When you log in to the Service and Support Portal as a Staff Member, the following tiles appear on your home page:
· Service Referrals
· Find a Client
· Review Requests
· Tasks and Notifications
· My Aged Care Interactions
· Residential Care
· Government Provider Management System
· Reports and Documents.
If your Organisation Administrator has assigned you the SIRS role, you will also see the SIRS Notice tile on your home page.
[image: Example home page of Service and Support portal for a staff member with SIRS role]
2.4 [bookmark: _Toc113880244][bookmark: _Toc128738406][bookmark: _Toc241847281] Homepage for person assigned multiple roles
If you log in to the Service and Support Portal as a user with more than one role, your home page will display the tiles available for all your roles. This gives you access to all features associated with those roles.
[bookmark: _Toc237521017][bookmark: _Toc237594387][bookmark: _Toc239262682][bookmark: _Infection_Prevention_Control][bookmark: _Toc113880246][bookmark: _Toc128738408][bookmark: _Toc241847282]Managing Referrals
!	For more information about Residential Funding and Residential Respite referrals, refer to Residential Client Classifications and Reassessments.
Providers can receive referrals for services via four pathways: 
· Clients who already have approved care types under the Aged Care Act 2024 can contact service providers directly. These clients must be registered with My Aged Care.
Clients can contact providers directly with a referral code issued by an assessor or the My Aged Care Contact Centre.
Providers can receive electronic service referrals through the Service and Support Portal.
Providers can accept electronic referrals onto their waitlist, if a waitlist is available.
The Team Leader is responsible for managing service referrals. Each provider outlet must have at least one staff member assigned the Team Leader role in the Service and Support Portal.


The roles involved in the referral process are outlined below:
	
Referral functions
	Team Leader
	Staff Member

	View Referral
	ü
	ü

	Accept Referral
	ü
	X

	Accept to Waitlist
	ü
	X

	Reject Referral
	ü
	X

	Revoke Referral after Acceptance
	ü
	X

	Request urgent referral
	ü
	X

	Manage referral notifications
	ü
	X


All clients with valid service approvals must be registered with My Aged Care. If a client needs to be registered and already has an approved service, the provider should arrange a review or reassessment of the client's care needs. You can do this by:
· Calling the My Aged Care Contact Centre, or
· Submitting an online referral through the My Aged Care website.
This helps ensure the client's care needs and service approvals are up to date.
[bookmark: _Toc114749120][bookmark: _Toc113880249]!	Support at Home referrals
Support at Home referrals may include multiple service types and services. Providers either receive referrals electronically or via a referral code, depending on the client’s preferences, and incoming referrals have a priority status (low, medium, high). 
[bookmark: _Toc239262684][bookmark: _Toc237521019][bookmark: _Toc237594389][bookmark: _Toc239262685][bookmark: _Viewing_referrals][bookmark: _Toc128738411][bookmark: _Toc241847283]Viewing referrals
1. Select Service referrals from the homepage.
[image: Service and support portal home page with 'Service Referrals' tile highlighted.]
You can also access Service Referrals from any page in the Service and Support Portal by selecting Service Referrals from the toolbar at the top of the screen.
Before searching for referrals, make sure you have selected the correct outlet. To do this, select the relevant outlet name in the top-right corner of the portal, above Logout. This ensures you view referrals for the correct outlet.
[image: Top navigation section of the Service and Support Portal. The 'Service Referrals' tab is highlighted. ]
The Incoming Referrals page displays all incoming referrals that have not yet been actioned. You can switch between card view and list view using the toggle at the top of the page.
[image: Incoming referrals page with incoming referrals tab and card/list view toggle highlighted]
To find a specific referral, open the Filter by section by selecting the expand arrows, then enter the client's first name, last name, or Aged Care User ID.
To apply additional search criteria, select Advanced Search.
[image: Incoming referrals page with the filter search fields of last name, first name and user ID highlighted. The Compress icon button in the top right is also highlighted.  ]
Choose a search filter from the drop-down menu, then select Add Filter to apply it to your search.
· Aged Care User ID
· Due date
· First name
· Last name
· Locality
· Outlet
· Postcode
· Priority
· Recommended start date
· Referred date
· Service type
· State 
· Suburb.
[image: Search Incoming Referrals pop up, showing a drop down menu of filters for incoming referrals. 
[button] ADD FILTER]
You can add multiple filters, or delete them by selecting the Bin icon.
You can save any filters that have been applied by selecting SAVE FILTER, so that they may be quickly used again through the ADVANCED SEARCH option. 
Select FILTER to apply the filter/s.
[image: Search Incoming Referrals pop up, showing three filters added. 
[text] 3 of 7 filters used. 
An example of how each filter displays. Each has a delete icon. 
[button] FILTER]
You can also sort referrals by the following fields, in either ascending, descending or alphabetically:
· Client Last Name
· Client First Name
· Aged Care User ID
· Suburb
· State
· Postcode
· Locality
· Date Referred
· Due Date
· Recommended Start Date
· Priority
· Service Type.
 [image: Filter By section of the Incoming referrals page. Highlighted block showing sorting referrals by date referred, in order of earliest to latest, with the current sort order of Date Referred. 
[button] GO]
[bookmark: _Toc113880250][bookmark: _Toc128738412][bookmark: _Toc241847284]Accepting or rejecting a referral for service
To accept a service referral, select Service Referrals from the home page, the toolbar at the top of the portal, or the sidebar menu in the top-left corner of the portal. Then follow the steps below.
For Support at Home services, providers can view the referral code issued to the client once funding has been allocated. Make sure you note the take-up deadline. You must start services with the client by this date or the funding may be withdrawn.
 !	Referrals are not sent as specific waitlist referrals. If a waitlist is available for the referred service, staff members or team leaders can place the referral on the waitlist, depending on their access permissions.
1. On the Incoming Referrals tab in Service Referrals, locate the referral you want to view.
To display the referral details:
· In card view, select the expand arrows in the top-right corner of the referral card.
· In list view, select the expand arrows to the left of the referral.
The portal will then display information about the selected referral.
Card view
[image: Service Referrals - incoming referrals tab.
Client referral card with client details including location, ID and referral date, highlighting the expanding arrows at the top right hand corner of the card.]
List view
[image: Service Referrals - Incoming referrals tab.  Filtered referral results in list form, with an example client. The expand icon is highlighted on the left of the client's name.  ]
When you expand a referral, you can view additional information, including:
· Comments added by the assessor or My Aged Care Contact Centre
· Whether the client has other referrals for additional service types at your outlet.
Based on the information on the referral card, you can choose to accept, reject, or place the referral on a waitlist.
If you need more information before making a decision, select View Referral Summary and Client Record. This option lets you view:
· Referral details
· The client's assessment information
· Assessment outcomes
· More detailed client information.
For Support at Home referrals, the detailed referral view also shows assigned funding information, including MSO (Minimum service offer) and FSO (Full service offer) details for both Support at Home (SaH) and Assistive Technology/Home Modifications (AT/HM) services.
If the client has two active classifications within the same service group, the portal displays details for both classifications.
Expanded referral - card view
[image: Referral card showing 2 active classifications of the same service grouping. Card shows key client details including age, location and referral and service detail. Below these details are the 2 classifications, both showing as funding is assigned and FSO as place assignment.]
Expanded referral - list view
[image: Incoming Referrals page showing the expanded List view of a client's referral showing multiple active classifications (highlighted).
[button] VIEW REFERRAL SUMMARY AND CLIENT RECORD
[button] ACCEPT REFERRAL
[button] ACCEPT TO WAITLIST
[button] REJECT REFERRAL]
For Support at Home services, the detailed referral view will display the recommended frequency and intensity (for example, 2 hours a week, or 3 times a month). This information is a recommendation only and is intended to support discussions with the client and assist providers when considering service options. This information is also available in the Services and Referrals for my organisation tabs in the client record.
2. If you select View Referral Summary and Client Record, the Referrals for My Organisation screen opens. This screen displays all referrals that your organisation has received for the client.
[image: Client record - Referral summary for Bart Sampson. Referrals for my organisation tab. 
Shows a referral card for Support At Home detailing services and classifications.
Banner shows priority as low. 
[4 buttons] ACCEPT REFERRAL, ACCEPT TO WAITLIST, REJECT REFERRAL and SEE SERVICE DETAILS. 
]
You can view more client information in the Client summary tab (client contact details and full address details can only be viewed once a referral has been accepted):
To accept the referral, refer to Step 3. 
To reject the referral, refer to Step 4.
To accept the referral to waitlist, refer to Step 5.
The My Aged Care Service and Support Portal user guide – The client record contains further information about navigating the client record and what information can be viewed.
3. [bookmark: Step3ToAcceptTheReferral]To accept the referral, select ACCEPT REFERRAL from the Referral summary page or from the expanded referral in the Incoming referrals tab.
!	Before you accept a referral, make sure you have reviewed the referral and client information and decided that your organisation will provide services to the client.

Only accept the referral after you have confirmed that your organisation has the capacity to deliver the required services, and confirmed that the client has agreed to proceed with the service.
[image: Referral summary page. 
Example client referral in list view has a scroll bar to navigate through the information. 
[button] VIEW REFERRAL SUMMARY AND CLIENT RECORD
[button] ACCEPT REFERRAL (highlighted)
[button] ACCEPT TO WAITLIST
[button] REJECT REFERRAL]
Selected the correct service item name or NAPS Service ID (if your organisation has more than one service or NAPS Service ID available for that service type).
To complete the process, select Accept to confirm your decision.
[image: 'Accept this referral for [client name]' pop up. Service items are listed and can be selected by a radio button.
[button] ACCEPT
[button] CANCEL]
A confirmation message will appear at the bottom of the screen. The accepted referral will then move to the Accepted Services Pending tab. You will also gain access to the client's full record, including their complete address and contact details.
[image: Incoming referrals screen with banner confirming accepted referral: 'Referral for CLIENT has now been added to your Accepted, Services Pending list. You are now able to view their full client record.']
 !	After accepting a referral, you must provide service delivery information within the required priority timeframes. For more information, refer to the My Aged Care - Service and Support Portal Resources page on the Department’s Website.
4. [bookmark: Step4RejectReferral]To reject a referral, select Reject Referral on the referral card or the Referral Summary page.
[image: Referral summary page. 
Example client referral in list view has a scroll bar to navigate through the information. 
[button] VIEW REFERRAL SUMMARY AND CLIENT RECORD
[button] ACCEPT REFERRAL
[button] ACCEPT TO WAITLIST
[button] REJECT REFERRAL (highlighted)]
When you reject a referral, select a reason from the drop-down list. You can also add extra details in the Rejection Reason text box if needed.
Other My Aged Care users can view your rejection comments, but the client cannot see them in their My Aged Care Online Account.
Providing a clear reason for rejection helps assessors and the My Aged Care Contact Centre support clients to find appropriate services.
[image: Pop up: 'Reject referral for CLIENT'
Text: 'You must select a reason for rejection.'
View of drop-down options for rejecting a referral
]
!	If you reject a referral and select Client Deceased as the reason, the portal changes the client's status to Deceased and makes their record read-only.

When this happens, the system recalls any service referrals that have not been accepted, ends any active services, and cancels any scheduled assessments. The client can no longer access the My Aged Care client portal.

My Aged Care will also stop sending correspondence to the client, their registered supporters, and any appointed decision-makers.

If the client is in the Support at Home Priority System or has been allocated Support at Home funding, the system will remove them from the priority system and withdraw any assigned funding.
After you reject the referral, a confirmation message will appear at the bottom of the screen.
[image: Confirmation banner with text 'Referral for [client name] has been rejected and removed from your list of incoming referrals']
 !	If your organisation cannot provide the service because of limited capacity, your administrator should update your service availability and service information in the portal. This is described in My Aged Care – Service and Support Portal user guide – Part 1: Administrator functions.
5. [bookmark: Step5AcceptReferralToWaitlist]If you cannot provide the service immediately and your organisation offers a waitlist, you can ACCEPT TO WAITLIST. The referral will then appear in your outlet's Waitlist tab. You can only use this option if your Organisation Administrator has configured the service to accept waitlist referrals. This process is described in My Aged Care – Service and Support Portal user guide – Part 1: Administrator functions.
[image: Referral button options:
[button] VIEW FULL CLIENT RECORD
[button] ACCEPT REFERRAL
[button] ACCEPT TO WAITLIST (highlighted)
[button] REJECT REFERRAL]
!	Support at Home Waitlists
	Placing a client on a provider waitlist does not pause the Support at Home place take‑up deadline.
	If the take-up deadline passes while the client is still on the waitlist, the allocated waitlist place will expire, and the system will automatically withdraw it. 
	To avoid this, providers should not place clients on a waitlist after funding has been allocated. Instead, providers should accept the referral and start services as soon as possible.
[bookmark: _Revoking_a_referral_1][bookmark: _Toc113880251][bookmark: _Toc128738413][bookmark: _Toc241847285]Revoking a referral after acceptance
Sometimes, after you accept a service referral, circumstances may change and affect your ability to provide services to the client. For example, the client may withdraw their consent, or their care needs or personal situation may change.
You can only revoke an accepted referral if:
· You have not entered any service delivery information, and/or
· Services have not yet started.
The department monitors the use of referral revocations. If your outlet revokes 20% or more of the referrals it receives over a 12-month period, the department will notify your organisation.
When you revoke an accepted referral, the system automatically issues any other available referrals for the client, such as broadcast or preference referrals.
Follow these steps to revoke a referral after acceptance:
1. Go to the Accepted services pending tab in the Service referrals section of the Service and Support Portal and find the referral that you want to revoke.
You can:
· Use the Filter options to narrow your search.
· Change the sort order and select Go to reorganise the results.
· Switch between Card View and List View.
[image: Accepted services pending tab, with the field to 'sort referrals by' and 'in order of' highlighted. 
Multiple client record cards display. ]
2. Open the referral by expanding its details, then select REVOKE REFERRAL.
[image: Pop up of client referral card. Card shows key client details including age, location and referral and service detail. 
[text] Multiple referrals are available for this client. 
[button] REVOKE REFERRAL is highlighted.]
3. Select a revocation reason from the drop-down list. In the Comments field, enter details explaining why you are revoking the referral after accepting it.
Select REVOKE REFERRAL to confirm your decision.
[image: Pop up 'Revoke [client name] referral'. Contains a drop down selecting a reason for revocation after acceptance - this is highlighted.
[button] REVOKE REFERRAL]
4. The portal will display a confirmation message. The referral will then be removed from the Accepted Services Pending tab.
[image: Confirmation banner with text: 'You have successfully revoked this referral after acceptance for [client name]'. ]
[bookmark: _Toc113880258][bookmark: _Toc128738421][bookmark: _Toc241847286]Clients and Services
This section explains the portal features you use to manage clients and services.
[bookmark: _Toc239262690][bookmark: _5.1_Find_a][bookmark: _Find_a_client][bookmark: _Toc113880259][bookmark: _Toc128738422][bookmark: _Toc241847287]Find a client
Follow these steps to find a client who has been referred to or accepted to service by your organisation.
1. Select Find a client from the home page.
[image: Truncated screenshot of the 'Service and Support Portal' home page. The 'Find A Client' tile is highlighted.]
You can also find a client's referral from any page in the Service and Support Portal by selecting Find a Client from the toolbar at the top of the screen.
[image: Screenshot of the 'Service and Support Portal' navigation bar, with the 'Find A Client' tab highlighted]
1. On the Find a Client page, enter the client's first name, last name, or both to search for a client. 
[image: 'Find A Client' page with last name, first name and user ID search fields. 
[button] SEARCH is highlighted.]
The system will display any matching results.
[image: 'Find a Client' page. Shows matching results to a search. Below the basic search bar (first name, last name and Aged Care user ID) appears a table with column headings of last name, first name, aged care user ID, address, locality, status and home contact number. Results are listed in this table.]
1. You can also select Advanced Search to use additional search options, including:
· Aged Care Payment Management System (ACMPS) number
· Aged Care User ID
· Centrelink Customer Reference number (CRN)
· Client Status
· Date of Birth
· Department of Veterans’ Affairs (DVA) card number
· First name
· Home contact number
· Last name
· Locality
· Medicare Card Number
· Postcode
· Preferred name
· State
· Suburb
· System for the Payment of Aged Residential Care (SPARC) number.
[bookmark: _Toc113880260][bookmark: _Toc128738423][bookmark: _Toc241847288]Viewing client information
You can only view information for clients who have been referred to your organisation.
After you find a client, you can view the information in their client record.
Before you accept a referral, you can view most client information, but you cannot see their full address or contact details.
Follow these steps to view client information:
1. Find the client. You can do this via the Find A Client functionality.
When you select the client’s name, the Client Summary page appears.
Card view from Find a Client functionality
[image: Card view of an active client showing their address, number and user ID.]
List view from Find a Client functionality
[image: List view of a client showing their address, contact number and user ID.]
2. Or view a client from a new referral. Find the client’s card or listing by following the Viewing Referrals procedure.
Select the expand icon at the top-right corner of the card, or on the left side of the listing.
The client card or listing opens. Select VIEW REFERRAL SUMMARY AND CLIENT RECORD.
The client’s record opens at the Referrals for my organisation tab.
Card view from incoming referrals
[image: Incoming referrals page in card view Showing client details. Expand icon is highlighted. ]
[image: Expanded client card showing client name and details. VIEW REFERRAL SUMMARY AND CLIENT RECORD is highlighted. ]
List view from incoming referrals
[image: Incoming referrals page in expanded list view showing client name and details. VIEW REFERRAL SUMMARY AND CLIENT RECORD is highlighted. ]
3. The client record contains several tabs. Select a tab to open and view its information. For more information about each tab, refer to the relevant section of this guide:
· Client summary
· Client details
· Support network
· Referrals for my organisation
· Plans
· Attachments
· Approvals
· Services
· My Aged Care interactions
· Notes
· Tasks and Notifications.
[image: Tabs of the client record, showing client summary is selected.]
[bookmark: _Toc237594396][bookmark: _Toc239262694][bookmark: _Toc237594399][bookmark: _Toc239262697][bookmark: _Toc237594400][bookmark: _Toc239262698][bookmark: _Toc237594401][bookmark: _Toc239262699][bookmark: _Toc237594402][bookmark: _Toc239262700][bookmark: _Toc237594403][bookmark: _Toc239262701][bookmark: _Toc237594404][bookmark: _Toc239262702][bookmark: _Toc237594405][bookmark: _Toc239262703][bookmark: _Toc237594406][bookmark: _Toc239262704][bookmark: _Toc237594407][bookmark: _Toc239262705][bookmark: _Toc237594408][bookmark: _Toc239262706][bookmark: _Toc237594409][bookmark: _Toc239262707][bookmark: _Toc237594410][bookmark: _Toc239262708][bookmark: _Toc237594411][bookmark: _Toc239262709][bookmark: _Toc237594412][bookmark: _Toc239262710][bookmark: _Toc237594413][bookmark: _Toc239262711][bookmark: _Toc237594414][bookmark: _Toc239262712][bookmark: _Toc237594415][bookmark: _Toc239262713][bookmark: _Toc237594416][bookmark: _Toc239262714][bookmark: _Toc237594417][bookmark: _Toc239262715][bookmark: _Toc237594418][bookmark: _Toc239262716][bookmark: _Toc237594419][bookmark: _Toc239262717][bookmark: _Toc237594420][bookmark: _Toc239262718][bookmark: _Toc237594421][bookmark: _Toc239262719][bookmark: _Toc237594422][bookmark: _Toc239262720][bookmark: _Toc237594423][bookmark: _Toc239262721][bookmark: _Toc237594424][bookmark: _Toc239262722][bookmark: _Toc237594425][bookmark: _Toc239262723][bookmark: _Toc237594426][bookmark: _Toc239262724][bookmark: _Toc237594427][bookmark: _Toc239262725][bookmark: _Toc237594428][bookmark: _Toc239262726][bookmark: _Toc237594429][bookmark: _Toc239262727][bookmark: _Toc237594430][bookmark: _Toc239262728][bookmark: _Toc237594431][bookmark: _Toc239262729][bookmark: _Toc237594432][bookmark: _Toc239262730][bookmark: _Toc237594433][bookmark: _Toc239262731][bookmark: _Toc237594434][bookmark: _Toc239262732][bookmark: _Toc237594435][bookmark: _Toc239262733][bookmark: _Toc237594436][bookmark: _Toc239262734][bookmark: _Toc237594437][bookmark: _Toc239262735][bookmark: _Toc237594438][bookmark: _Toc239262736][bookmark: _Toc237594439][bookmark: _Toc239262737][bookmark: _Toc237594440][bookmark: _Toc239262738][bookmark: _Toc237594441][bookmark: _Toc239262739][bookmark: _Toc237594442][bookmark: _Toc239262740][bookmark: _Toc237594443][bookmark: _Toc239262741][bookmark: _Toc237594444][bookmark: _Toc239262742][bookmark: _Toc237594445][bookmark: _Toc239262743][bookmark: _Toc237594446][bookmark: _Toc239262744][bookmark: _Toc237594447][bookmark: _Toc239262745][bookmark: _Toc237594448][bookmark: _Toc239262746][bookmark: _Toc237594449][bookmark: _Toc239262747][bookmark: _Toc237594450][bookmark: _Toc239262748][bookmark: _Toc237594451][bookmark: _Toc239262749][bookmark: _Toc237594452][bookmark: _Toc239262750][bookmark: _Toc237594453][bookmark: _Toc239262751][bookmark: _Toc237594454][bookmark: _Toc239262752][bookmark: _Toc237594455][bookmark: _Toc239262753][bookmark: _Toc237594456][bookmark: _Toc239262754][bookmark: _Toc237594457][bookmark: _Toc239262755][bookmark: _Toc237594458][bookmark: _Toc239262756][bookmark: _Toc237594459][bookmark: _Toc239262757][bookmark: _Toc237594460][bookmark: _Toc239262758][bookmark: _Toc237594461][bookmark: _Toc239262759][bookmark: _Toc237594462][bookmark: _Toc239262760][bookmark: _Toc237594463][bookmark: _Toc239262761][bookmark: _Toc237594464][bookmark: _Toc239262762][bookmark: _Toc237594465][bookmark: _Toc239262763][bookmark: _Toc237594466][bookmark: _Toc239262764][bookmark: _Toc237594467][bookmark: _Toc239262765][bookmark: _Toc237594468][bookmark: _Toc239262766][bookmark: _Toc237594469][bookmark: _Toc239262767][bookmark: _Toc237594470][bookmark: _Toc239262768][bookmark: _Toc237594471][bookmark: _Toc239262769][bookmark: _Toc237594472][bookmark: _Toc239262770][bookmark: _Toc237594473][bookmark: _Toc239262771][bookmark: _Toc237594474][bookmark: _Toc239262772][bookmark: _Toc237594475][bookmark: _Toc239262773][bookmark: _Toc237594476][bookmark: _Toc239262774][bookmark: _Toc237594477][bookmark: _Toc239262775][bookmark: _Toc237594478][bookmark: _Toc239262776][bookmark: _Toc237594479][bookmark: _Toc239262777][bookmark: _Toc237594480][bookmark: _Toc239262778][bookmark: _Toc237594481][bookmark: _Toc239262779][bookmark: _Toc237594482][bookmark: _Toc239262780][bookmark: _Toc237594483][bookmark: _Toc239262781][bookmark: _Toc237594484][bookmark: _Toc239262782][bookmark: _Toc237594485][bookmark: _Toc239262783][bookmark: _Toc237594486][bookmark: _Toc239262784][bookmark: _Toc237594487][bookmark: _Toc239262785][bookmark: _Toc237594488][bookmark: _Toc239262786][bookmark: _Toc237594489][bookmark: _Toc239262787][bookmark: _Toc237594490][bookmark: _Toc239262788][bookmark: _Toc237594491][bookmark: _Toc239262789][bookmark: _Toc237594492][bookmark: _Toc239262790][bookmark: _Toc237594493][bookmark: _Toc239262791][bookmark: _Toc237594494][bookmark: _Toc239262792][bookmark: _Toc237594495][bookmark: _Toc239262793][bookmark: _Toc237594496][bookmark: _Toc239262794][bookmark: _Toc237594497][bookmark: _Toc239262795][bookmark: _Toc237594498][bookmark: _Toc239262796][bookmark: _Toc237594499][bookmark: _Toc239262797][bookmark: _Toc237594500][bookmark: _Toc239262798][bookmark: _Toc237594501][bookmark: _Toc239262799][bookmark: _Toc237594502][bookmark: _Toc239262800][bookmark: _Toc237594503][bookmark: _Toc239262801][bookmark: _Toc237594504][bookmark: _Toc239262802][bookmark: _Toc237594505][bookmark: _Toc239262803][bookmark: _Toc237594506][bookmark: _Toc239262804][bookmark: _Toc237594507][bookmark: _Toc239262805][bookmark: _Toc237594508][bookmark: _Toc239262806][bookmark: _Toc237594509][bookmark: _Toc239262807][bookmark: _Toc237594510][bookmark: _Toc239262808][bookmark: _Toc237594522][bookmark: _Toc239262820][bookmark: _Toc237594523][bookmark: _Toc239262821][bookmark: _Toc237594524][bookmark: _Toc239262822][bookmark: _Toc237594525][bookmark: _Toc239262823][bookmark: _Toc237594526][bookmark: _Toc239262824][bookmark: _Toc237594527][bookmark: _Toc239262825][bookmark: _Toc237594528][bookmark: _Toc239262826][bookmark: _Toc237594529][bookmark: _Toc239262827][bookmark: _Toc237594530][bookmark: _Toc239262828][bookmark: _Toc237594531][bookmark: _Toc239262829][bookmark: _Toc237594532][bookmark: _Toc239262830][bookmark: _Toc237594533][bookmark: _Toc239262831][bookmark: _Toc237594534][bookmark: _Toc239262832][bookmark: _Toc237594535][bookmark: _Toc239262833][bookmark: _Toc237594536][bookmark: _Toc239262834][bookmark: _Toc237594537][bookmark: _Toc239262835][bookmark: _Toc237594538][bookmark: _Toc239262836][bookmark: _Toc237594539][bookmark: _Toc239262837][bookmark: _Client_Summary][bookmark: _Toc241847289]Client Summary
The Client summary tab contains an overview of the client’s key information and their interactions with My Aged Care. The tab has two sections:
Client Journey Tracker (Client tracker): This visual tool shows where the client is in their My Aged Care journey and what steps come next. It displays above the Client Summary.
Client summary: This section provides information about the client’s interactions with My Aged Care, including: Assessments, Approvals, Service recommendations, Service delivery status, Client goals, and Reablement and linking support periods (where available).
[image: Client summary page of the client record, showing details of assessments and approvals.]
To print a section, select the Print Page button on the right side of the section heading.
[image: 'Client summary' page, 'Client summary' tab. Shows the Client summary banner. Print icon is highlighted on the right hand side. ]
[bookmark: _Client_Details][bookmark: _Toc241847290]Client Details
The Client details tab contains basic demographic and contact information about the client, including:
· Personal information
· How to contact the client
· Primary contact details
· Notification preferences
· Communication requirements
· Address details
· Identity documents
· Payment details
· Health insurance
· Service information
· Consent information.
[image: Client details page of the client record,  showing personal and contact details.]
The Client Details tab also has links to current notes, the client’s current support plan, and any services that are in place.
[image: Links in the client details to expand current notes, support plan and services in place. ]
Clients and their support network may automatically be opted in to receive copies of Support at Home letters. Refer to the Support Network tab section for more information.
[image: Notification preferences, showing a supporter is approved to receive SMS updates. ]
If a client has passed away, you can notify My Aged Care by selecting the NOTIFY MY AGED CARE OF A DEATH button on this page.
[image: Client details tab of the client record, with the NOTIFY MY AGED CARE OF A DEATH button highlighted.]
!	When a client's status is Deceased: 
The client record becomes read-only, and you cannot edit any information.
You can still add notes and attachments to the client record for up to 14 days after services stop.
You will receive reminders to close or complete any outstanding tasks related to the client.
A banner will appear on all tabs of the client’s record to show that the client is deceased.

If the client's status is incorrect, contact the My Aged Care Service Provider and Assessor Helpline on 1800 836 799.

[image: Banner with text: 'The Department has been notified that this client is deceased. Please contact us on 1800 836 799 if this is incorrect.']
[bookmark: _Toc239262866][bookmark: _Toc237594568][bookmark: _Toc239262867][bookmark: _Toc237594569][bookmark: _Toc239262868][bookmark: _Toc237594570][bookmark: _Toc239262869][bookmark: _Toc237594571][bookmark: _Toc239262870][bookmark: _Support_Network][bookmark: _Toc241847291]Support Network
The Support Network tab shows information about the people who support the client, including the client’s primary contact, registered supporters, appointed decision maker, agent organisations, general practitioners (GPs), carers, emergency contacts, or other support people.
This tab appear in a client’s record if there are supporters registered under the Aged Care Act (2024) and recorded in My Aged Care. If this tab is not available, select the VIEW SUPPORT NETWORK link to open the Support network tab instead. The client’s Primary Contact details always appear above this link, along with their relationship(s) to the client.
[image: Header banner with client's name and details. VIEW SUPPORT NETWORK hyperlink is highlighted.]
Providers may report that a client’s support person is now deceased using the NOTIFY MY AGED CARE OF DEATH button on this page.
Support network page showing two supporters
[image: Support network tab of the client record showing two supporters in card view. NOTIFY MY AGED CARE OF A DEATH button is highlighted.]
In the Support Network tab, you can do the following:
· View the client’s support network, divided into the Supporters, Supporter Organisations, Agents, and Other Relationships categories. The cards show the support person’s name, relationship to client, whether they are the primary contact, date of relationship, contact details, and whether the relationship is active. For information about adding support people and relationships, go to the Registering Support People and Adding Relationships guide.
· Depending on the status of the relationship/s, you could Activate the relationship, Delete the relationship, Edit relationship details, or (for Carers) start a Call Back Request from Carer Gateway and/or Dementia Australia Helpline. For more information on these functions, refer to Assessor Portal user guide on Registering support people and adding relationships. 
· If the client also supports other people in My Aged Care, there will be another tab called People <Client> supports next to the <Client’s support network>.
Clients and their support network (including registered supporters, agents and/or appointed decision makers) may automatically be opted in to receive copies of Support at Home letters. At the same time, they may also receive notifications in the portal. You can configure this in the Client Details tab.
The support network roles that will receive notification in the portal when a client is sent a Support at Home letter are:
· Supporter
· Supporter Manager
· Agent
· Agent Manager
· Organisation Supporter
· Organisation Agent.
Registered supporters who are Supporter Lite should not automatically receive information or documents that are given to the client under the Aged Care Act (2024).
Registered supporters and Organisation agents can opt out of receiving copies of Support at Home letters by calling My Aged Care. Supporter guardians can opt the client out from receiving Support at Home letters but they themselves cannot opt out.
[bookmark: _Toc237594573][bookmark: _Toc239262872][bookmark: _Toc237594574][bookmark: _Toc239262873][bookmark: _Toc237594575][bookmark: _Toc239262874][bookmark: _Toc237594576][bookmark: _Toc239262875][bookmark: _Toc237594577][bookmark: _Toc239262876][bookmark: _Referrals_for_My][bookmark: _Toc241847292]Referrals for My Organisation
The Referrals for My Organisation tab displays all service referrals that your organisation has received or accepted.
[image: 'Referrals for my organisation' tab in the client record, showing two example organisation referral cards.

]
[bookmark: _Plans][bookmark: _Toc241847293]Plans
The Plans tab shows detailed information about the client's current and previous screenings and assessments. This includes the client's goals, recommendations, motivations, and support plans.
To view more details, select the double-arrow icon next to a section heading. The portal will display the information recorded during the assessment.
[image: 'Support plan' page of a client record. 'Plans' tab. 
[button] VIEW CLIENT REPORT highlighted on the top right.
Banner with text 'Assessment Details'
Below are the categories assessment information, assessment summary, needs identified at assessment and assessment history. Each has an expand/ compress icon on the left to see or hide the details in each category. These icons are highlighted.

]
Providers can view read-only copies of a client's support plan, as well as any previous screenings and assessments.
You can download or print this information if needed. To create a report, select View Client Report in the top-right corner of the Plans page. The portal will generate the report in Rich Text Format (RTF).
[image: Example downloaded, printable client report with summarised client information. ]
[bookmark: _Attachments][bookmark: _Toc241847294]Attachments
The Attachments tab displays all documents attached to the client's record.
To add a document, open the Attachments tab and select Add an Attachment. The portal will upload the document to the client's record.
[image: 'Attachments' tab is highlighted on the client record.
[button] ADD AN ATTACHMENT
Below are tabs showing assessment attachments, other attachments and correspondence. 
]
You can add four types of attachments to a client's record:
· Assessment Attachments: Upload documents that support the client's assessment, such as clinical notes or discharge summaries. Staff Members and Team Leaders can also view Notice of Decision letters in this section.
· Other Attachments: Upload documents related to the client's general circumstances. Examples include support person nomination forms (including legal documents), occupational therapist drawings for home modifications, and evidence to support an extension of a home modifications approval period. You can view a client's Statement of Reasons in this section, but you cannot upload it.
· Correspondence: View documents and letters generated through My Aged Care for Support at Home and other programs at various stages of service delivery.
· Sensitive Attachments: Store documents that contain sensitive client information. If a client's record contains a Sensitive Attachment, providers who have received a referral or are delivering services to the client will see a notification that a Sensitive Attachment exists. To access the information, contact the last assessment organisation or the My Aged Care Service Provider and Assessor Helpline.
 !	If you uploaded an attachment by mistake, please contact the My Aged Care service provider and assessor helpline on 1800 836 799 for deletion.
[bookmark: _Approvals][bookmark: _Toc241847295]Approvals
The Approvals tab shows a client's approvals for aged care services under the Aged Care Act 2024.
If a client has an approved aged care service or classification, the portal displays details of any pending or assigned funding under Current Care Approvals.
!	If the client has had a previous assessment, any approved classification that is still active will also appear in the client record.

[image: 'Approvals' tab of a client record, showing client's list of current care approvals, history and details.]
The below image shows an example of Home Support’s Assistive technology and Home modifications classifications.
[image: 'Approvals' tab or client record. 
Heading 'Current care approvals'
Highlighted blocks for Support At Home Assistive technology and Home modification classifications. Both blocks contain details for each care approval and a [button] VIEW HISTORY.]
The Approvals tab also shows the client’s referral and take-up deadline details. However, take-up deadlines do not appear in the Service and Support Portal for the Restorative Care Pathway or End-of-Life Pathway.
The following information may be displayed:
· Approval starts – The date from which the approval becomes valid.
· Approval stops – The date the approval ends. This date may change if services start within the take-up period. If services do not start within the take-up period, the approval will end even if the displayed date does not change.
· Take-up deadline – The last date by which the client must take up the service. This means a service agreement must be in place by this date.

	!
	Clients must start services within the required take-up period. If services do not start within this period, the approval can no longer be used to start care, even if the Approval Stops date remains unchanged.
If services start within the take-up period, the Approval Stops date may update to reflect the length of the approved care episode.
When this happens, the client can continue to use the approval, including transferring to another provider if needed, until the updated Approval Stops date.
[image: Close up of a care approval block. The information lines for approval start date, approval stop date and take up deadlines are highlighted. ]

	!
	For Restorative Care Pathway and End-of-Life Pathway referrals, check the Take Up End Date in the Services Australia Provider Digital Access (PRODA) portal.
Do not use the Approval Stops date to determine when the service must start. The Approval Stops date does not show the deadline for taking up the service. Instead, use the Take Up End Date in PRODA to confirm when the client must commence services.
[image: Close up of a care approval block. ]


[bookmark: _Services]

[bookmark: _Toc241847296]Services
The Services tab contains a record of: 
· Services the client is currently receiving
· Services that are pending (services that have been accepted but have not yet started).
· Service referrals that are still awaiting action.
· Services the client received in the past.
The following images show Home Support services. 
When they are in place, this section will also show:
The current funding status (for example, Pending). 
The date funding was assigned. 
The date the service started. 
The full name of the approved service.
Services not in place
[image: 'Services' tab in the 'Services and Support Portal'. 
Banner with text 'Services not yet in place'. 
Block with Support at Home service and details, priority rating and provider name. 
[button] SEE SERVICE DETAILS
[button] ADD SERVICE INFORMATION]
Services in place
[image: 'Services' tab in the 'Services and Support Portal'. 
Banner with text 'Services in place'. 
Block with Support at Home service and the servicing provider's details. 
Fields for funding assignment, services approved and date of funding assigned are highlighted. 
[button] SEE SERVICE DETAILS]
[bookmark: _My_Aged_Care][bookmark: _Toc241847297]My Aged Care Interactions
The My Aged Care interactions tab will show the client’s history of interactions with My Aged Care, for example, a phone call to the My Aged Care contact centre, or (for carer relationships) a history of call back requests to the Carer Gateway or Dementia Australia Helpline.
[image: Navigation bar in the client record - 'My Aged Care Interactions' is activated. 

]


[bookmark: _Toc237594584][bookmark: _Toc239262883][bookmark: _Notes][bookmark: _Toc241847298]Notes
The Notes tab contains notes that have been created about the client. 
[image: In the client record, the 'Notes' tab is highlighted.
Shows the 'Filter by' function and a list of notes on the client.]
There are different types of notes in the Notes tab of the client record, listed in the table below:
	Note type
	Who can add?
	Who can view?
	Description
	Examples

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

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

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


!	When the My Aged Care contact centre staff or assessors add a Sensitive note about a client, there will be a flag informing service providers that there is a sensitive note about the client and instructing them to call the My Aged Care contact centre for more information.
[image: Green banner with text: 'This client has a sensitive note on their record. Please called My Aged Care on 1800 200 422 for further information.']
[bookmark: _Tasks_and_Notifications][bookmark: _Toc241847299]Tasks and Notifications
The Tasks and Notifications tab will display all tasks and notifications for a singular client. You can only view tasks and notifications that are associated to your outlet and for clients you are providing services to. 
[bookmark: _Toc241847300][image: In the client record, the 'Tasks and Notifications' tab is highlighted.
Shows the 'Filter by' function and a list of the client's notifications.
]
[bookmark: _Toc241847301]Completing identity verification
To complete identity verification, the first person who has contact with the client, either an assessor or a service provider, must sight the client’s identification and record the details in the Assessor Portal or Services and Support Portal.
To record that you have sighted the client’s identification:
1. From the Service and Support Portal homepage, select Find a client. 
[image: 'Service and Support Portal' home page. The Find A Client tile is highlighted.]
1. Search for the client using their first name, last name, or Aged Care ID.
[image: Find a client page.
Fields to search by first name, last name and by the clients aged care ID are highlighted.
A client card displays in the search results. ]
Alternatively, open the client record from the Accepted Services Pending tab in the Service Referrals section.
[image: In the background, the 'Accepted services pending' tab is highlighted. The client card has the expanded button highlighted. 

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

[button] VIEW CLIENT RECORD is highlighted]
1. Open the client’s record and select Conduct a wallet check now. 
[image: Client Summary page of client record. Yellow banner at the top with text 'The client has not yet completed a wallet check.' With a 'Conduct a wallet check now.' hyperlink. 


]
1. In the Wallet Check pop-up, select the option that best applies: 
· My client has identification
· My client has no valid identification at this time
· My client will be unable to produce valid identification.
If the client provides identification: 
· Select My client has identification.
· Select at least two identification documents that you sighted from the list provided.
· Enter the date you completed the wallet check.
· Select SAVE DETAILS.

[image: Wallet Check pop up
[text] Client wallet check:
[radio buttons] 'My client has identification' (selected), 'my client has no valid identification this time' and 'my client will be unable to produce valid identification'.
List of ID options with instruction to tick two:
[check boxes] Medicare Card, DVA Card, Drivers License, Health Care Card, Passport
[text] Date that you performed the wallet check:
date picker box
[button] SAVE DETAILS
[button] CANCEL]
If the client cannot provide identification: 
· Select My client has no valid identification at this time or My client will be unable to produce valid identification
· Select SAVE DETAILS
· The system updates the client record with the information you entered.
[image: Wallet Check pop up
[text] Client wallet check:
[radio buttons] 'My client has identification', 'my client has no valid identification this time' (selected) and 'my client will be unable to produce valid identification'.
[text] 'Cannot complete wallet check. You are recording that at this time the client has no valid identification and should be asked again in the future.'
[button] SAVE DETAILS
]
 !	The Wallet Check status on the client record remains Incomplete until you sight and record the client’s identification documents.
[bookmark: _Toc239262887][bookmark: _Toc237594588][bookmark: _Toc239262888][bookmark: _Toc237594589][bookmark: _Toc239262889][bookmark: _Toc237594590][bookmark: _Toc239262890][bookmark: _Toc237594591][bookmark: _Toc239262891][bookmark: _Toc237594592][bookmark: _Toc239262892][bookmark: _Toc237594593][bookmark: _Toc239262893][bookmark: _Toc237594594][bookmark: _Toc239262894][bookmark: _5.3_Viewing_tasks][bookmark: _Viewing_tasks_and_1][bookmark: _Toc237594595][bookmark: _Toc239262895][bookmark: _5.3_Viewing_tasks_1][bookmark: _Toc113880261][bookmark: _Toc128738435][bookmark: _Toc241847302]Viewing tasks and notifications
You can view tasks and notifications in the Services and Support Portal.
To view tasks and notifications:
1. From the Service and Support Portal homepage select Tasks and notifications. 
[image: 'Service and Support portal' home page with the 'Tasks and notifications' tile highlighted.]
1. Select the Notifications tab to view notifications relevant to your role from the last 30 days.
· The filter section shows the earliest date currently displayed.
· The system automatically removes notifications older than 30 days.
[image: Client record, 'Tasks and notifications' tab .
The filter of 'Date Received' is applied.]


To view all tasks and notifications for a specific client, open the client’s record and select the Tasks and Notifications tab.
[image: In the client record, the 'Tasks and Notifications' tab is highlighted.
Shows full list of the client's notifications. 
]
1. You can only view tasks and notifications associated with your outlet and clients receiving services from your organisation. 
You can sort notifications by: 
· Received Date
· Category
· Title/Description
· Aged Care User ID
· Client Name.
[image: In the 'Tasks and Notifications' tab of the client record.
Teal header row that the user can sort by selecting the Up and Down triangles to the right of each column name. 
Shows full list of the client's notifications. 
]


! 	Notifications that your outlet administrator marks as important for outlet will have a visual indicator.
[image: In the 'Tasks and Notifications' tab of the client record.
Shows list of the client's notifications.
Important notifications are shown with a visual indicator, eg. Yellow circle for Important. This is highlighted.

]

1. To remove notifications, select the rubbish bin icon. You can remove notifications individually or in bulk.
[image: Screenshot of a pop up 'Remove Notification' - "this will remove selected notification from the current notifications list. 
[button] ACCEPT is highlighted.
Behind pop up, the bin icon is highlighted at the right hand side of the notification row. ]
1. Use the filter options or ADVANCED SEARCH to find specific notifications.
· Select the double arrow (expand) icon to expand or collapse the filter options.
· Filter notifications by Date Received.
· Select View Client Record to open the related client record directly.
[image: 'Tasks and Notifications' page of the client record. 
[button] ADVANCED SEARCH is highlighted. ]
· To apply additional filters, select ADVANCED SEARCH, choose a filter from the drop-down list, and select ADD FILTER for each filter you want to apply.
[image: Search Notifications pop up.
Dropdown to choose a filter. Options include activity ID, user ID, category, date received, first name, last name, marked as important, outlet name, role or title. These option are highlighted.
[button] ADD FILTER is highlighted. ]
1. Select the hyperlink in the notification description to open the related record and view more information or complete any required action.
[image: In the 'Tasks and Notifications' tab of the client record.
Shows example of a client's notification result. 
Incoming referrals is hyperlinked to a portal location or awaiting actions. 

]
For example, selecting the Incoming Referrals link in a New Referral notification opens the Incoming Referrals tab, where you can review and action the referral.
[image: 'Incoming referrals' tab is highlighted. 
The new referral awaiting action is listed and highlighted. ]
[bookmark: _Toc113880263][bookmark: _Toc128738437][bookmark: _Toc241847303]Adding service information
Record service delivery information in the My Aged Care client record for all clients who have accepted a service. This information includes the service start date, service frequency, service intensity, and service end date (if the service has ended).
Record this information within 14 calendar days of accepting the service. If you do not record it within this timeframe, the system will send reminder notifications.
For Home Support and Permanent Residential Care services, the system automatically populates the service start date from Services Australia records. You cannot edit this date.
To add service delivery information:
1. From the Services and Support Portal home page, select Service Referrals.
If you know the client’s name, you can also use Find a Client.
[image: Service and support portal home page with 'Service Referrals' tile highlighted]
2. Select the Accepted Services Pending tab and find the client’s referral:
· In Card View, select the arrow on the client card and then select ADD SERVICE INFORMATION
· In List View, expand the client record and select ADD SERVICE INFORMATION.
[image: 'Service Referrals' section of the service and support portal. The 'Accepted services pending' tab is highlighted.]
Card view
[image: Expanded client card showing details about the client, referral and service. 
[button] ADD SERVICE INFORMATION is highlighted. ]
List view
[image: Expanded client information in list view showing details about the client, referral and service. 
[button] ADD SERVICE INFORMATION is highlighted. ]
	!
	For Home Support service referrals, the Add Service Information button is not available because the service information is recommended and approved during the assessment.
To view details of the recommended services, select the Expand button.
[image: Image of the  Card view of a client record that shows a Support at Home service referral. There is a expander button next to the 'Home Support' classification.]
[image: Expanded view is highlighted, with details of the Home support services included in the referral. ]


3. The Add Service Information screen opens.
For Residential Respite Care, Transition Care, and Commonwealth Home Support Programme (CHSP) services, enter:
· Service Start Date
· Frequency
· Intensity.
These fields are mandatory.
Enter any additional information in the remaining fields.
[image: Add service information pop up. 
Fields to add service start date, frequency of service (highlighted), planned review date and service sub-types. 
[button] SAVE CHANGES
]
To record specific service delivery details, select Other – Specify and enter the information in the free-text field. 
Select SAVE CHANGES.
[image: Add service information pop up. 
Fields to add service start date, frequency of service, planned review date and service sub-types. 
 If 'intensity' is 'other - specify', there is an additional text box to be filled in called 'service intensity - Other (specify)'. These are highlighted. 
[button] SAVE CHANGES

]
4. After you save the information:
· The service information appears in the Services section of the client record.
· The system updates the service start date when it receives commencement information from Services Australia.
· The client information moves from Accepted Services Pending to Services in Place. This happens for residential care including respite, transition care, and Commonwealth home support programme services, and once a Service start date is available, for Home Support services.
[image: Image of the Incoming Referrals page, showing the tabs available. Services In Place tab is highlighted]
!	The system automatically updates the service start date when Services Australia processes the Aged Care Entry Record (ACER). To avoid funding issues, accept the client's service referral before you submit the ACER. Once Services Australia processes the ACER, the system moves the referral from the Accepted Services Pending tab to the Services in Place tab.
[bookmark: _Updating_service_information][bookmark: _Toc113880264][bookmark: _Toc128738438][bookmark: _Toc241847304]Updating service information
The Services in Place tab in the Service Referrals section of the Services and Support Portal shows accepted services that include recorded service delivery information.
! 	For Support at Home services, you cannot update service information because an assessor approves the required services. If the participant’s needs, goals, or circumstances change, or if they need additional services, a provider can request a Support Plan Review (SPR). Refer to Requesting a Support Plan Review (SPR) to meet changing needs for more information.
1. Open the Services in Place tab by selecting Service Referrals from the home page, the navigation banner, or the menu in the top-left corner.
[image: 'Service Referrals' section of the service and support portal. The Services In Place tab is highlighted. ]
2. Find the service you want to update. 
· In List View, expand the client record and select UPDATE SERVICE INFORMATION
· In Card View, expand the client card and select UPDATE SERVICE INFORMATION.
Update the service information and select SAVE CHANGES. 
The system updates the information in both the Services in Place tab and the Services tab of the client record.
List view
[image: Client information in expanded list view with client, referral and service details. 
[button] UPDATE SERVICE INFORMATION (highlighted)]
[image: Client information in expanded list view with client, referral and service details. 
[button] UPDATE SERVICE INFORMATION (highlighted)]
Card view
[image: Expanded client information in expanded card view with client, referral and service details. 
[button] UPDATE SERVICE INFORMATION (highlighted)]
3. You can also update service information from the Services tab in the client record.
· Select UPDATE SERVICE INFORMATION next to the relevant service.
· Make the required changes and select SAVE CHANGES.
[image: Services tab in the client record. 
Block with details on a current service in place covering referral and service details. 
[button] UPDATE SERVICE INFORMATION is highlighted]
!	If you cease a client’s service and select Client Deceased as the reason, the system changes the client’s status to Deceased and makes the client record read-only. When you update a client’s status to Deceased, the system will:

1. Recall any unaccepted service referrals.
2. Cease all services currently in place. 
3. Cancel any assessments in progress. 
4. Revoke the client’s access to the client portal.

You can add notes and attachments to a client’s record for up to 14 days after you cease their services.

After the status changes to Deceased, My Aged Care will no longer send correspondence to the client or their support network. However, service providers will receive a notification reminding them to close or finalise any activities still in progress for the client.

If the client is active in the Support at Home Priority System or has an assigned Support at Home classification, the system will remove the client from the Priority System and withdraw any assigned Support at Home funding.
[bookmark: _Toc239262899][bookmark: _Toc239262900][bookmark: _Toc239262901][bookmark: _Toc113880265][bookmark: _Toc128738439][bookmark: _Toc241847305]Recording note of changes made to client service information
My Aged Care Contact Centre staff, assessors, and providers can view and add notes to a client’s record in the My Aged Care portals.
If a client’s service delivery information changes significantly, update the service information and add a note to the client record.
 !	If a client’s needs or circumstances change after their last assessment, you may need to request a review of their Support Plan. To request a review, follow the process described in Request a Support Plan Review (SPR) to meet changing needs. If the client requires a reassessment for residential aged care funding, follow the process described in Requesting Residential Funding Reassessments.
Providers can add the following types of notes:
· Observations: Information recorded during interactions with the client by a provider or assessor. Assessors and providers can view these notes.
· Other: Additional information about the client. Assessors, providers, and clients can view these notes.
Providers can only view notes with the following note types:
· Client Story
· Other
· Observations.
If My Aged Care Contact Centre staff or an assessor adds a Sensitive note to a client’s record, the system displays a banner advising providers to contact the My Aged Care contact centre for more information. 
The contact centre will only share information from a sensitive note when it is relevant to the provider’s role in supporting the client.
[image: Green banner with tick icon. 
[text] 'This client has a sensitive note on their record. Please call My Aged Care on 1800 200 422 for further information. ]
To add a note to the client record:
1. Open the client record and select the Notes tab.
· The client’s existing notes will display.
· For more information about accessing a client record, refer to My Aged Care Service and Support Portal user guide – The client record.
[image: Client record - Notes tab is highlighted.

]
2. Select ADD A NOTE.
· Choose the appropriate Note Type.
· Enter a description.
· Select SAVE to add the note to the client record.
[image: Notes tab of the client record. Under 'filter by' section, the ADD A NOTE button is highlighted. 

'Add a note' pop up, with fields to add type of note, end date and description. SAVE button is highlighted. 
]
Alternatively, from the Client Details tab, select ADD A NOTE in the Current Notes section.
[image: Client record - client details tab.

ADD A NOTE button is highlighted in the 'current notes' section. 
]
3. You can add Other and Observations notes to the records of any clients referred to your outlet, including clients in the Incoming Referrals tab.
My Aged Care Contact Centre staff, assessors, and other providers supporting the client can view these notes.
Select the blue question mark icon for information about each note type and who can view it.
[bookmark: _Toc113880266]For more information about note types and permissions, refer to Service and Support Portal User Guide - The Client Record.
[bookmark: _Toc241847306]Requesting an extension to the client’s care (Transition Care and Residential Respite)
You can request care extensions, including respite care extensions, through the Services and Support Portal. The system sends the request to a Delegate for approval.
If you cannot submit a care extension request through the portal, call the My Aged Care Service Provider and Assessor Helpline on 1800 836 799.
You can extend:
· Transition Care for up to 42 consecutive days
· Residential Respite Care for up to 21 non-consecutive days.
A care extension takes effect from the commencement date entered in the request, subject to Delegate approval. You cannot backdate extension requests unless special circumstances apply.
For more information about care extensions and eligibility requirements, refer to the My Aged Care Assessment Manual.
 !	Submit extension requests through the My Aged Care Services and Support Portal on or before the client's entitled days expire, if they need additional care.
	!
	You can only grant a care extension at the client’s current approved level of care. If the client needs a higher level of respite care, they must receive a new Respite Classification. To arrange this, request a Residential Respite Assessment in the MyAssessor app.


To request a care extension:
1. Locate the client who requires a care extension.
· Go to the Services in Place tab and expand the client record in either Card View or List View.
· Select REQUEST [CARE TYPE] EXTENSION.
Transition care extension example
[image: Pop up client card in the Services in Place tab with referral and service details
[button] REQUEST TRANSITION CARE EXTENSION is highlighted. ]
Residential respite care extension example
[image: Services tab with in the client record. Block detailing service under the current services in place. 

[button] REQUEST RESIDENTAL RESPITE EXTENSION is highlighted. 
]
Alternatively, use Find a Client to locate the client, then open the Services or Approvals tab in the client record and select REQUEST [CARE TYPE] EXTENSION.
[image: Find a client - navigate to services or approvals tab.
Expander icon next to transition care is highlighted

]
2. Complete all required fields in the extension request pop-up.
· The required information varies depending on the type of care extension you are requesting.
· Include the client's paid days balance from the Services Australia Aged Care Payment System and the date you calculated the balance.
· Select SUBMIT REQUEST.
Transition care extension example: 
[image: Request transition care extension pop up.

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

[button] SUBMIT REQUEST is highlighted]
Respite extension example:
[image: Request residential respite extension pop up.
Fields to add extension start date and reason. ]
3. The system displays a confirmation message when it submits the request to the Delegate.
[image: Green banner with text: 'Care approval extension request granted. The assessment and support plan has been sent to the Delegate for their decision.']
4. You will also receive a notification confirming that the request has been submitted.
The system will send you an email notification after the Delegate makes a decision on the care extension request.
[image: Tasks and Notifications tab of the client record. 
Care extension request is listed as a notification. 
]
[bookmark: _Toc237594601][bookmark: _Toc241847307]Requesting an extension to the client’s care (Support at Home)
You can request Support at Home care extensions for Assistive technology (AT) and Home modifications (HM) for the following clients:
· Clients receiving AT Medium Tier or AT High Tier services who have a recorded progressive condition: These clients can receive an extension of up to 24 additional months, for a total approval period of 48 months,
· Clients receiving HM High Tier services: These clients can receive an extension of up to 12 additional months, for a total approval period of 24 months. You must provide evidence that the client's condition has progressed.
!	You do not need Delegate approval for Support at Home care extension requests. When you submit the request, the system automatically applies the extension.
To request a care extension for a client receiving AT Medium Tier or AT High Tier services who has a progressive condition, follow the steps below.
1. Find the client by using one of the following methods:
· Select Find a Client, open the client record, go to the Services tab, and select SEE SERVICE DETAILS under the Current Services in Place section.
[image: Services tab in the client record is highlighted. 

Under the 'current services in place', there is a block with information on Support at Home services. 
[button] SEE SERVICE DETAILS]
· Go to the Services in Place tab in Service Referrals, then expand the client record in either Card View or List View.
[image: Services in place tab of the service referrals. Options to view clients in card/list is highlighted in the top right corner. A client card is shown and the expander icon is highlighted. ]
2. Select ADD ASSISTIVE TECHNOLOGY EXTENSION.
!	The ADD ASSISTIVE TECHNOLOGY EXTENSION button is only available for clients who have a progressive condition recorded during their assessment and who currently receive AT Medium or AT High services. 
You can apply the extension only once. After you apply the extension, the system removes the button and you can no longer request another extension.
[image: An expanded client card  showing services and their status. 
[button] ADD ASSISTIVE TECHNOLOGY EXTENSION is highlighted]
3. In the Confirm Assistive Technology Extension pop-up, select CONFIRM.
[image: Confirm assistive technology extension pop up. 
[text] You are extending Client's Assistive technology short-term service for an additional 24 month.
[button] CONFIRM is highlighted. ]
4. The system automatically extends the Assistive Technology approval by 24 months and displays a confirmation message.
[image: Services tab of the client record. Green banner with tick and text ' Client's AT short term funding has been successfully extended for an additional 24 months.' This banner is highlighted. ]
5. To view the updated approval end date:
· Open the Approvals tab
· Expand the Assistive Technology approval
· View the Approval Stops field, which shows when the approval ends.
Approvals screen before AT Extension
[image: Approvals tab of the client record. The expander icon in the Assistive technology short-term block is highlighted and activated. The displayed information  includes category, key dates, source and included services. Row containing 'Approval stops' and date before extension is highlighted. ]
Approvals screen after AT Extension
[image: Approvals tab of the client record. In the Assistive technology short-term block,  the row containing 'Approval stops' and date after extension is highlighted. 
]
To request an extension for a Home modifications (HM High Tier) client:
1. Find the client using one of the following methods:
· Select Find a Client, open the client record, go to the Services tab, and select SEE SERVICE DETAILS under the Current Services in Place section.
[image: Services tab of the client record. The 'Current services in place' section title is highlighted.
In the Support at Home block, there is information on approved Support at Home services and the date funding was assigned. 
[button] SEE SERVICE DETAILS is highlighted.]
· Go to the Services in Place tab in Service Referrals, then expand the client record in either Card View or List View.
[image: Services in place tab of the service referrals. Options to view clients in card/list is highlighted in the top right corner. A client card is shown and the expander icon is highlighted. ]
2. Select ADD HOME MODIFICATIONS EXTENSION.
!	The ADD HOME MODIFICATIONS EXTENSION button is only available for clients who currently receive HM High services. You can apply the extension only once. After you apply the extension, the system removes the button and you cannot request another extension.
[image: An expanded client card  showing services and their status. 
[button] ADD HOME MODIFICATIONS EXTENSION is highlighted.]
The Home Modifications Allocation Period Extension pop-up opens. 
Select UPLOAD PROOF OF PROGRESSION.
[image: Pop up - Home modifications allocation period extension.
Banner with text: Please note: Providing a proof of progression is mandatory before extending Home modifications service. 
There is a section to upload files, and the [button] UPLOAD PROOF OF PROGRESSION is highlighted. ]
3.  In the Add Attachment form:
· Select CHOOSE FILE and select the document you want to upload
· The file name will appear next to the CHOOSE FILE button after you attach the file
· Enter a name in the required Attachment Name field
· Optionally, enter a short description of the attachment
· Select UPLOAD.
[image: Add attachment pop up. 
[button] CHOOSE FILE is highlighted, and the file name and type previews. A text field to rename the uploaded file is also highlighted. There is another text field for a short description of the attachment contents.
[button] UPLOAD is highlighted. ]
4. The system displays the uploaded attachment.
· To remove an attachment, select the bin icon next to the file name.
· To upload additional documents, repeat Step 3.
· After uploading all required documents, select CONFIRM.
[image: Pop up - Home modifications allocation period extension.
There is a list of uploaded files and the date uploaded.
[button] CONFIRM]
5. The system displays a confirmation message and automatically extends the HM High approval by 12 months.
[image: Services tab of the client record. Green banner with tick and text ' Client's HM short term funding has been successfully extended for an additional 12 months.' This banner is highlighted. ]
To view the updated approval end date, open the Approvals tab and expand the Home Modifications approval. 
The Approval Stops field shows when the approval ends. 
Approvals screen before HM extension
[image: Approvals tab of the client record. The expander icon in the Home modifications short-term block is highlighted and activated. The displayed information  includes category, key dates, source and included services. Row containing 'Approval stops' and date before extension is highlighted. ]
Approvals screen after HM extension
[image: Approvals tab of the client record. In the Home modifications short-term block,  the row containing 'Approval stops' and date after extension is highlighted. ]
6. [bookmark: _Request_a_review][bookmark: _5.6.3_Request_a][bookmark: _Toc113880267][bookmark: _Toc128738440]The system stores the uploaded documents in the Attachments tab under Other Attachments and labels them Proof of Progression.
[image: Attachments tab of the client record. The uploaded proof of progression is highlighted in the list of 'other attachments' ]


[bookmark: _Toc239262905][bookmark: _Request_a_Support][bookmark: _Toc241847308]Requesting a Support Plan Review (SPR) to meet changing needs
This function is available for any client receiving subsidised aged care through a referral from the Assessor Portal.
 !	If a residential care client’s care needs have changed and they require a different residential funding classification, follow the process in Requesting Residential Funding Reassessments.
A provider can request a Support Plan Review (SPR) through the Service and Support Portal when:
· the client’s needs, goals, or circumstances have changed since their last assessment
· the client’s support plan no longer reflects their current situation
· the client needs additional services
· a time-limited service has ended.
An assessor will review the request and the client’s circumstances. This may result in a new assessment of the client’s needs.
With the introduction of Support at Home, providers can request an SPR in a wider range of situations. In most cases, the client’s provider submits the request through the My Aged Care Service and Support Portal, with the client’s consent.
When submitting an SPR request, providers must attach supporting documents that describe the client’s current care arrangements, such as a quarterly budget or care plan. Include as much relevant information as possible to help assess the client’s needs and the urgency of the request.
You can find detailed assessment history information in the client’s support plan on the Plans tab of the client record.
If the client has not previously had a My Aged Care assessment, contact the My Aged Care service provider and assessor helpline on 1800 836 799 to request a new assessment.
Follow these steps to request a review of a client’s support plan: 
1. Review the client’s assessment information. For detailed assessment history, go to the Plans tab in the client record.
You cannot submit a review request if the client already has an assigned review in the Assessor Portal or is currently undergoing an assessment. Check this before starting a review request.
If you have concerns, contact the assessment organisation that completed the client's most recent assessment. You can find their details in the Plans tab.
[image: Plans tab of the client record.
Under the assessment details banner, the Assessment information block is expanded and highlighted. It contains the text 'Comprehensive assessment was completed on [date] by the [assessor company]. Comprehensive status is Assessment Complete. The review date has not been specified.'
In the highlighted expanded assessment history block, there are expandable sections on past assessments and screening.
]


2. Select Service referrals from the homepage.
[image: Service and support portal home page with the 'Service Referrals' tile highlighted]
3. Select Services in Place. Find the client and select Request a Review.
[image: Services in Place Tab. It shows the list view of clients. Expanded button is highlighted. Information about the client, referral and service is visible. 
[button] REQUEST A REVIEW is highlighted. ]
You can also select the Request a Review link displayed at the top of any page in the client's record.
[image: Client record - client details tab.
[button] REQUEST A REVIEW is highlighted in the top right corner. 

]


4. On the Request a Review screen, indicate whether the client meets the criteria for a direct comprehensive assessment.
If you select Yes, you will be prompted to call the My Aged Care Service Provider and Assessor Helpline on 1800 836 799 and ask the Contact Centre to issue a direct referral. The referral will be sent to the assessment organisation for review, and a banner will appear on the client record to show that a direct referral has been issued.
[image: Image of the  Request A Review Page, showing the answer Yes to "Does the client require and meet the requirements for a direct assessment?" ]
5. Complete all required fields in the Request Details pop-up window.
Different questions will need to be completed at this step depending on which option/s are selected.
If the client needs an urgent review, select Yes for Does this request need to be actioned urgently? and explain why. This information helps the assessor or Contact Centre prioritise the request.
The below image shows example reasons for a client’s SPR request. 
[image: 'Request A Review' page in the service referral.  
Request details form has the following questions highlighted:
'What circumstances have changed for the client?' Text field to answer.
'How has this affected the client's needs?' Text field to answer.
'What type of subsidised aged care is the client receiving?' with radio button answer options.
'Primary reason for Support Plan Review Request?' with radio button answer options.]
The table below outlines the circumstances that can be used to request a support plan review, as well as the circumstances in which a new assessment (instead of an SPR) will be required.
	Circumstance
	Definition

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

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

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

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

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

	Increasing frailty
	Client has increased in frailty.

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

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

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

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



	Circumstance
	Definition

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

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

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

	Client has relocated
	Client has moved or relocated.

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

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

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

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

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

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

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

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

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


6. If the client receives Support at Home services, or a combination of Support at Home and CHSP services, you must attach a care plan and budget. The system will not allow you to submit the request without these documents.
Select ADD CARE PLAN or ADD BUDGET. Complete all required fields and select Upload.
[image: Truncated view of the 'Request A Review' page in the service referral.  
At the end of the request details form, the buttons ADD CARE PLAN and ADD BUDGET are highlighted. ]
[image: Add a care plan pop up.

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

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

[button] UPLOAD is highlighted. ]
!	Web Referrals for Support at Home Support Plan Reviews

A provider may receive a request from the My Aged Care Contact Centre after a health professional submits a web referral requesting a clinical reassessment for an existing Support at Home participant.

The provider should review the client’s circumstances, care plan and budget. If the client needs a change to their Support at Home classification or priority level, the provider should submit a Support Plan Review request to the assessor.

If the provider decides not to submit a Support Plan Review because the client’s current Support at Home classification already meets their needs, the provider should contact the health professional and explain why the reassessment request will not proceed.
7. Uploaded documents will appear in the review request once the upload is successful.
To remove an attachment, select the Delete (rubbish bin) icon next to the file name. The system will delete the attachment immediately without displaying a confirmation message.
[image: Truncated view of the 'Request A Review' page in the service referral.  
At the end of the request details form, there is an uploaded Care Plan and Individualised Budget documents, and a Rubbish bin icon next to each.]
8. After completing all required fields, select I have reviewed the information on this page and confirm it is correct, then select Send Review Request.
A confirmation message will appear when the review request has been submitted successfully.
[image: Checkbox with text "I have reviewed the information on this page and I confirm that it is correct." 
[button] SEND REVIEW REQUEST]
[bookmark: _Toc241847309][bookmark: _Toc113880268]Checking the status of a Support Plan Review
1. If a client, provider, or aged care needs assessor requests a review of a client’s support plan, an aged care needs assessor will complete the review. A Team Leader can check the status of the review in the Service and Support Portal by selecting the Review Requests tile.
[image: Service and Support Portal home page with the Review Requests tile highlighted.]
2. On the Review Requests page, select the Request History tab to view the status of review requests.
If a review has recently been completed, a green Review Complete banner will appear at the bottom of the client’s record.
Select the Expand icon to view more details about the review request.
[image: The 'request history' tab of the Review Requests section is highlighted. ]
3. You can then view the review outcome. Depending on the result, you may need to make changes to the services you provide.
The client record includes information to help you understand whether any changes are needed to better support the client.
An aged care needs assessor may determine that:
· no changes are required
· services should increase or decrease within the client's current approval
· the client requires a comprehensive assessment under the Aged Care Act 2024.
If the review outcome affects the client's current services, the assessor may contact you to discuss the review findings and any recommendations relevant to your services.
If the review results in an increase or decrease in services, update the service delivery information in the client record.
If the review leads to a new assessment and approval for a different service type, either:
· you will receive a notification of a new referral in the Portal (for Support at Home classifications, you must wait until a classification is assigned), or
· the client may contact you to discuss ending services with your organisation if you cannot provide the newly approved service.
Funding and classification details are assigned when services are recommended and are available in the client record.
[image: 'Request history' page in the client record. An expanded client card with client request details shows as a pop up. 
]
[bookmark: _Toc239262908][bookmark: _Toc239262909][bookmark: _Toc239262910][bookmark: _Toc239262911][bookmark: _Toc239262912][bookmark: _Toc239262913][bookmark: _Toc239262914][bookmark: _Toc239262915][bookmark: _Toc239262916][bookmark: _Toc239262917][bookmark: _Toc239262918][bookmark: _Toc239262919][bookmark: _Toc128738441][bookmark: _Toc241847310]Generating reports and accessing forms
Providers can generate reports and access forms through the Service and Support Portal.
You can also use the Reports feature to generate and print documents, including completed Integrated Assessment Tool (IAT) PDF reports and client record PDFs.
[bookmark: _Toc239262921][bookmark: _Toc239262922][bookmark: _Toc113880269][bookmark: _Toc128738442][bookmark: _Toc241847311]Generating reports
Both Team Leaders and Staff Members can generate reports.
1. Select Reports and Documents from the home page. The Reports and Documents page opens.
[image: Service and Support Portal home page, with the 'Reports and documents' tile highlighted]
2. The page contains three tabs:
· Reports
· Forms
· Links.
The Reports tab displays:
· Recently Requested Reports
· Reports.
The Recently Requested Reports section shows client record PDFs and IAT reports that you have previously generated.
You can also access the Workload Management Report from the Reports tab.
[image: Report and documents tab showing My Reports and Reports List sections.

]
3. To generate a report, select the report name from the Reports list.
[image: Report and documents tab In the Reports List section, the  'Service provider Workload Management' hyperlink is highlighted. 
]
4. Select the Outlet ID, enter the start date and end date, and choose an output format (CSV or PDF). Then select Request Report.
If you do not want to generate the report, select Cancel.
[bookmark: _Toc113880270][image: Generate report page showing the Service Provider Workload Management submission filter fields, including outlet, start/end dates, priority, service type and status. 
[button] REQUEST REPORT is highlighted. ]
[bookmark: _Toc128738443][bookmark: _Toc241847312]Viewing reports
Follow these steps to view a report:
1. Select Reports and Documents from the home page. The Reports and Documents page opens.
[image: Service and Support Portal home page, with the 'Reports and documents' tile highlighted.]
2. [bookmark: _Toc113880271]In the My Reports section, find the report you want to view and select View next to the report name.
[image: Report and documents tab showing My Reports and Reports List sections.

Under My Reports, the Service Provider Workload Management report shows as ready with a hyperlink to view (this link is highlighted). ]
[bookmark: _Toc128738444][bookmark: _Toc241847313]Accessing forms
Follow these steps to access forms.
1. Select Reports and Documents from the homepage.
[image: Service and Support Portal home page, with the 'Reports and documents' tile highlighted.]
1. Select the Forms tab. The system displays a list of all available forms.
[image: Reports and Documents - forms tab is highlighted. 

Title 'forms' with a linked PDF form underneath. 

]
[bookmark: _Toc113880272][bookmark: _Toc128738445][bookmark: _Toc241847314]Serious Incident Response Scheme (SIRS)
Users with the Staff Member or Team Leader role can create, view and manage SIRS notifications in the Service and Support Portal, provided their Organisation Administrator has assigned them the SIRS role.
For detailed instructions on using SIRS functions, refer to the Service and Support Portal User Guide - Serious Incident Response Scheme (SIRS) Portal
[bookmark: _Residential_Client_Classifications][bookmark: _8._Residential_Client][bookmark: _Toc113880273][bookmark: _Toc128738446][bookmark: _Toc241847315]Residential Client Classifications and Reassessments
Residential care providers with the Team Leader or Staff Member role can access the Residential Care tile to view information related to the Australian National Aged Care Classification (AN-ACC) funding program.
Select the Residential Care tile to access the following tabs:
· Care Recipients: Displays all clients receiving permanent residential care or residential respite care.
· Requests: Displays current and historical requests for initial assessments, reassessments and reconsiderations.
· Palliative Care: Displays clients who entered permanent residential care under palliative care arrangements.
[bookmark: _Toc239262928][bookmark: _Toc239262929][bookmark: _Toc239262930][bookmark: _Toc239262931][bookmark: _Toc114429060][bookmark: _Toc114749158][bookmark: _Toc128738447][bookmark: _Toc241847316]Viewing residential clients and their residential funding classification
1. On the Home screen, select the Residential Care tile. 
[image: Service and Support Portal home page with 'Residential care' tile highlighted]
The Care Recipients tab displays all clients receiving permanent residential care, along with details of their residential funding classification.
[image:  'Care Recipient tab' in the Residential Care section. Shows a list of clients and their assessment, classification and service care in list view. ]
The Request Type column shows whether the client has an active request for a palliative care status form approval, initial assessment, reassessment, or reconsideration.
2. Select a client to view their current and previous classifications.
[image: Residential Care tab in the client record.
Current Classification and Classification History blocks are highlighted. ]
Residential funding classifications may appear with the following statuses:
Active: The client has completed a Residential Funding Assessment and has an active classification on their record.
[image: Residential funding assessment client card with an active classification.]
Pending: The client has completed a Residential Funding Assessment, but a classification has not yet been assigned. This status is usually displayed for one day after the assessment is completed or uploaded.
[image: Residential funding assessment client card with a pending assessment classification.]
· Default Classification: The client has not yet completed a Residential Funding Assessment.
You can identify default classifications by their classification code:
· Most permanent residential care clients with a default classification are assigned Class 99.
· Clients who entered residential care for palliative care and are awaiting confirmation of eligibility are assigned Class 98.
· Residential respite care clients are assigned Class 100 as their default classification.
[image: Residential funding assessment client card with an active classification and is listed as Classification Class 99. ]
[bookmark: _Toc239262933][bookmark: _Toc113880275][bookmark: _Toc128738448][bookmark: _Toc241847317]Filtering the Care Recipients lists
You can filter the Care Recipients list by Last Name, First Name, Request Type, or Aged Care User ID. Select Advanced Search to view additional filter options, such as Classification.
1. Expand the Filter by section.
[image: Care Recipients tab of the Residential Care page. 
In the 'Filter By' block, the expander icon with two arrows in a circle is highlighted.]
1. Enter search criteria and select FILTER.
[image: Care Recipients tab of the Residential Care page. 
In the expanded 'Filter By' section are text fields to search by last name, first name, ID or request type. These are highlighted.
[button] FILTER is also highlighted. ]
[bookmark: _Toc114429062][bookmark: _Toc114749160][bookmark: _Toc128738449][bookmark: _Toc241847318]Advanced Search
Use Advanced Search to find care recipients using additional search criteria. You can apply up to seven filters to refine your search results.
1. Select ADVANCED SEARCH.
[image: Care Recipients tab of the Residential Care page. 
In the expanded 'Filter By' section, the button ADVANCED SEARCH is highlighted.]
2. Select the filter you want to add, such as Classification, and then select Add Filter.
[image: Search care recipients pop up. A drop down with additional filters that can be selected. 
[button] ADD FILTER is highlighted.]
3. Select a value for the filter, for example Class 4, and then select Filter. The system updates the Care Recipients list to show only records that match the selected criteria.
[image: Search care recipients pop up. The 'Classification' filter has been added. In this filter, a classification can then be selected from a drop down list.
[button] FILTER is highlighted.]
4. To save the filter for future use, select Save Filter. To clear all filters and start a new search, select Clear Filter.
[image: Search care recipients pop up. The buttons SAVE FILTER and CLEAR FILTER are highlighted. ]
5. [bookmark: _Requesting_Residential_Funding_1][bookmark: _8.3_Requesting_Residential][bookmark: _Toc113880276][bookmark: _Toc128738450]After you apply the filters, the system displays the number of clients that match the selected criteria.
[image: Care Recipients tab of the Residential Care page. 
In the expanded 'Filter By' section, a grey box with text 'Classification is CLASS and Classification Status is Active' is highlighted. 

Above the results list, there is highlighted text '1 to 2 of 2 matching results'. ]
[bookmark: _8.3_Requesting_Residential_1][bookmark: _Toc241847319]Requesting Residential Funding Reassessments
!	Only request a Residential Funding (AN-ACC) Reassessment if the client’s care needs have changed significantly.

You can only request a reassessment while the client is receiving care from your organisation.

Only users with the Team Leader role can submit reassessment requests.
1. On the Home screen, select the Residential Care tile.
[image: Service and support portal home page with the 'Residential care' tile highlighted]
1. On the Care Recipients screen, select the client who requires a reassessment.
!	You cannot request a reassessment if the client already has an initial assessment, reassessment or reconsideration in progress. Check the Requests tab before submitting a reassessment request.
[image: Care Recipients tab of the Residential Care page. 
Client names and details shown in list view. ]
1. The client’s record opens. You can view the client’s current Residential Permanent and/or Respite Classification and request a reassessment for the client.
For a Residential Permanent reassessment, select Request Reassessment next to the current Residential Permanent classification.
For a Residential Respite reassessment, select Request Reassessment next to the current Residential Respite classification.
[image: Residential care page in the client record. 

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

[button] REQUEST REASSESSMENT is highlighted.]
1. Select Yes if there has been a significant change in care needs.
Then, select CONFIRM REASSESSMENT button. 
(For Residential Permanent reassessments only: You can mark the request as Urgent if the client is nearing end of life and has a documented care plan that has been discussed with the resident and their family and/or carers.)
[image: Pop up 'Confirm reassessment request'. 
Question 'Has there been a significant change in care needs?' with radio buttons for Yes/No.

Question 'Is the care recipient approaching end of life with a documented care plan in place that has been communicated with the resident, their family and/or carers? Note: evidence of a care plan with end of life care activities may be requested by an AN-ACC assessor at the time of assessment. By selecting Yes you are requesting an urgent reclassification assessment and advising that the care recipient is approaching end of life.' Radio buttons for Yes and No.

[button] CONFIRM REASSESSMENT is highlighted.]
1. Select the reassessment criteria that apply to the client, then select Request Reassessment.
For Residential Permanent clients, criteria that do not meet the required timeframes appear in light grey and cannot be selected.
For Residential Respite clients, enter the client's expected departure date from respite care.
Request reassessment - Residential Care example
[image: Residential care page in the client record. 

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

Expected departure date picker.

[button] REQUEST REASSESSMENT is highlighted. ]
1. A green confirmation banner will appear when the reassessment request has been submitted successfully.
A banner at the top of the screen will also show when you can expect the new classification details to become available.
[image: Residential Care page in the client record
Banner across the bottom of the screen with text 'Reassessment has been successfully requested.' is highlighted.
Banner across the top of the page with text 'Classification details for clients in your care will be displayed within 1 business day of a residential funding assessment being completed. If you are unable to see a classification, please check back after 1 day.' This is also highlighted.]
To track the progress of a reassessment request, go to the Requests tab. For more information, refer to Request Tab and Request Status Definitions. The system will send notifications when a new classification decision is made after the assessment is completed. For more information, refer to Viewing Tasks and Notifications.
[bookmark: _Toc136335585][bookmark: _Toc241847320][bookmark: _Toc113880277][bookmark: _Toc128738452]Requesting Residential Funding Reconsiderations
!	Only users with the Team Leader role can request a residential funding reconsideration. You should only request a reconsideration if you disagree with the classification resulting from an assessment or reassessment. You must submit the request within 28 days of receiving notification of the new classification, and while the client remains in your care.
1. On the Home screen, select the Residential Care tile.
[image: Service and Support Portal home page. The Residential Care tile is highlighted.]
1. On the Care Recipients screen, select the client whose classification you want reconsidered.
!	You cannot request a reconsideration if the client has an initial assessment, reassessment or reconsideration in-progress. Check the Requests tab for in-progress assessments.
[image: Care Recipients tab of the Residential Care page. 
Client names and details shown in list view. ]
26. The client’s record opens. View the client’s current Residential Permanent and/or Residential Respite classification and submit a reconsideration request:
· For a Residential Permanent classification, select Request Reconsideration next to the current classification. 
· For a Residential Respite classification, select Request Reconsideration next to the current classification.
[image: Residential care page in the client record. 

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

[button] REQUEST RECONSIDERATION is highlighted.]
27. Select Yes if you disagree with the current classification and select CONFIRM RECONSIDERATION.
(For Residential Permanent classifications only: You can mark the request as Urgent if the client is nearing end of life and has a documented care plan that has been discussed with the resident and their family and/or carers.)
[image: Pop up 'Confirm reconsideration request'.
'Do you disagree with the classification resulting from the assessment of the care recipient?'
'Yes' radio button is selected.

'Is the care recipient approaching end of life with a documented care plan in place that has been communicated with the resident, their family and/or carers? Note: evidence of a care plan with end of life care activities may be requested by an AN-ACC assessor at the time of assessment. By selecting Yes you are requesting an urgent reclassification assessment and advising that the care recipient is approaching end of life.' Radio buttons for yes and no.

[button] CONFIRM RECONSIDERATION is highlighted.]
28. Select the reason that supports your reconsideration request, then select Request Reconsideration. For Residential Respite clients, you must enter the client's expected departure date from respite care before submitting the request.
[image: Request reconsideration page in the client record.

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

[button] REQUEST RECONSIDERATION is highlighted. ]
Expected departure date from respite care example
[image: Request reconsideration page in the client record.

Expected departure date picker is highlighted.]
29. A green confirmation banner appears when the reconsideration request has been submitted successfully.
[image: Green reconsideration banner with tick and text 'Reconsideration has been successfully requested.' ]
You can track the progress of the request on the Requests tab. For more information, refer to Request Tab and Request Status Definitions. 
The system will send notifications when a new classification decision is made after the assessment is completed. For more information, refer to Viewing tasks and notifications.
[bookmark: _Toc241847321]Recalling a Residential Funding Reassessment or Reconsideration request
If you accidentally request a reassessment for a client, or if the client is no longer available for reassessment (for example, they are on social or emergency leave), you can recall the request.
1. On the Home screen, select the Residential Care tile.
[image: Service and Support Portal home page. The Residential Care tile is highlighted.]
1. Open the Requests tab. Find the reassessment or reconsideration request you want to recall by scrolling through the list or using the available filters. Expand the client record.
[image: Requests tab of residential care.

List of client cards for reassessment of reconsideration requests. The expander icon is highlighted]
1. Select Recall Reassessment Request or Recall Reconsideration Request.
[image: Expanded client card pop up.

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

[button] RECALL RECONSIDERATION REQUEST is highlighted. ]
!	If you select Client Unavailable, you can notify the Department when the client becomes available for assessment again. The system can then automatically submit a new reassessment request.

If you select Client Deceased, the system updates the client's status to deceased in Department records and closes the reassessment request. Make sure you have confirmed this information before submitting the request.

If you select Other, enter a reason for the recall. The system will then close the reassessment request.
1. Choose a reason for the recall from the drop-down list, then select Recall Reassessment Request or Recall Reconsideration Request to confirm.
[image: Recall reassessment request pop up. 

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

[button] RECALL REASSESSMENT REQUEST is highlighted.]
1. A green confirmation banner appears when the reassessment or reconsideration request has been successfully recalled.
[image: Green reconsideration banner with tick and text 'Recall Reassessment Request is successful.' ]
[bookmark: _Toc113880278][bookmark: _Toc128738453][bookmark: _Toc241847322]Notify client is available for assessment
Only Team Leaders can notify the Department when a client becomes available for assessment after returning to your residential care facility.
The Notify Client Is Now Available for Assessment option is available if the client's previous residential funding assessment referral was rejected or recalled with the reason Client Unavailable.
1. On the Home screen, select the Residential Care tile.
[image: Service and Support Portal home page. The Residential Care tile is highlighted.]
1. On the Care Recipients screen, select the client who is now available for assessment.
[image: Care Recipients tab of the Residential Care page. 
Client names and details shown in list view. ]
1. In the Residential Care tab of the client record, select Notify Client Is Now Available for Assessment.
[image: Residential care page in the client record. 

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

[button] NOTIFY CLIENT IS NOW AVAILABILE FOR ASSESSMENT is highlighted.]
1. A confirmation window will appear.
· To notify the Department and automatically submit a reassessment request, select Request Reassessment and Confirm Client Is Available.
· To notify the Department without submitting a reassessment request, select Confirm Client Is Now Available for Assessment. You can request a reassessment later if needed.
[image: Notify client is available for assessment pop up
[button] REQUEST REASSESSMENT AND CONFIRM CLIENT IS AVAILABLE is highlighted.] 
1. [bookmark: _Toc113880279]A green confirmation banner will appear when the client has been marked as available for assessment. If you selected the automatic reassessment option, the system will also submit a reassessment request.
[bookmark: _8.7_Request_Tab][bookmark: _Request_Tab_and][bookmark: _Toc128738454][image: Green reconsideration banner with tick and text 'You have successfully notified the client is now available.']
[bookmark: _Toc241847323]Request tab and request status definitions
The Requests tab in the Residential Care tile displays all residential funding assessment requests, including initial assessments, reassessments and reconsiderations.
The Request Status shows the current stage of each assessment request.
The table on the following page describes each request status in the order it typically occurs. 
!	In this guide, the term assessment refers to initial assessments, reassessments and reconsiderations.
REQUEST STATUS DEFINITIONS
	Status 
	Description

	Pending Allocation
	A referral for a residential funding assessment has been created and is yet to be issued to a residential funding assessment organisation.

	Pending Assessment
	A referral for a residential funding assessment has been issued to a residential funding assessment organisation and the assessment is yet to be completed.

	Finalised
	The assessment has been completed and uploaded by the assessor.

	Rejected
	The request for assessment has been rejected for reasons the client is unavailable for assessment i.e., in hospital or on leave

	Recalled
	The request for assessment has been recalled for reasons the client is unavailable for assessment i.e., the client is deceased


[bookmark: _Toc128738455][bookmark: _Toc241847324][bookmark: _Toc113880280]Palliative Care
[bookmark: _Toc128738456][bookmark: _Toc241847325]View clients marked palliative on entry
The Palliative Care tab displays clients who entered a residential care facility under permanent palliative care and shows any actions required to confirm their palliative care status.
Forms submitted through this process are reviewed by the Department, which will determine the outcome and take the appropriate action.
After the Department completes the validation process, the client’s record remains available in the Palliative Care tab.
To view all clients who were recorded as Palliative on Entry, select the Palliative Care tab.
[bookmark: _Toc113880281][bookmark: _Toc128738457][image: Residential Care page. The Palliative Care tab is highlighted.]
[bookmark: _Toc241847326]Upload palliative care documents
For clients who were recorded as Palliative on Entry, the status initially displays as Pending Upload.
1. Expand the client record and select Upload Palliative Documents.
!	The Palliative Care Status Form must be submitted within 14 days of notification of entry to the department via the My Aged Care Service and Support Portal. 
	Once the entry is processed, a notification will be generated.  
	Please refer to Viewing tasks and notifications for more information.
[image: Client card with expander icon highlighted in top right corner. ]
[image: Expanded Client card pop up.
[button] UPLOAD PALLIATIVE DOCUMENTS is highlighted. ]
2. Upload the completed Palliative Care Status Form and submit it before the due date.
[image: Upload palliative documentation of the client record. 
[button] UPLOAD PALLIATIVE DOCUMENTATION is highlighted. ]
Select Upload Palliative Documentation to open the upload window, then choose the form saved on your computer.
[image: Add Palliative Care document pop up.
[button] CHOOSE FILE is highlighted.]
3. Enter a file name and a short description.
Use the following file naming convention for both the file name and the uploaded document:
[Client Last Name] PCSF [Date Uploaded – DDMMYY]
If the Department has requested additional supporting information, you can upload it by selecting Upload Palliative Documentation and repeating the steps above.
[image: Add Palliative Care document pop up.
Next to the CHOOSE FILE button is a previewed uploaded folder. Below are text fields to add a file name and description. 
[button] UPLOAD]
!	Only one file may be uploaded each time, as each file requires an individual name and description.
4. If you are not ready to submit the documents, select Save Documents & Exit. The Department will not review saved documents until you submit them.
When you have reviewed all documents and are ready to send them to the Department, select Submit Documents.
[image: Upload Palliative Documentation section of the Residential Care section.

Uploaded files are listed with their date and uploader. 

[button] SUBMIT DOCUMENTS is highlighted
[button] SAVE DOCUMENTS & EXIT is also highlighted]
[image: Pop up 'Confirm Palliative care documents submission'. 
'Please ensure you have included all relevant documentations as this will now be sent to the Palliative Review Officer for approval and you will no longer be able to edit your submission.'
[button] SUBMIT DOCUMENTS is highlighted.]
5. The client's status changes to Pending Approval, and a Department Palliative Review Officer will review the submitted documents.
[image: A client card showing "Pending Approval" as the status.]
[bookmark: _Toc113880282][bookmark: _Toc128738458][bookmark: _Toc241847327]Palliative Care Status Form outcomes
A submitted Palliative Care Status Form can have one of three outcomes:
· More Information Requested
· Approved
· Rejected.
[bookmark: _Toc114429071]More Information Requested
If the Palliative Review Officer determines that there is not enough information to assess the form, they will request additional information and explain what is required.
When this happens, you have 14 days from the date of the request to upload the requested documents. This extension is available once only for each resident, so make sure you provide all information needed to confirm the resident’s palliative care status.
When the Department requests more information, the system generates a notification. For more information, refer to Viewing tasks and notifications.
[image: A client card showing "More information requested" as the status.]
1. Expand the client record and select View More Details to read the comments and instructions from the Palliative Review Officer.
[image: Expanded client card of a client needing palliative care. An alert banner says additional information has been requested. The View More Details link under 'Details of requested information' is highlighted. ]
!	After the Department requests more information, you can no longer view or edit the previously submitted document. You must upload a new version of the document.
Use the following file naming convention and include the latest upload date: 
[Client Last Name] PCSF [Date Uploaded – DDMMYY]
2. If required, select Add Response to provide additional information, upload the updated documents, and resubmit the form.
[image: The Upload Palliative Documentation page in the client record.

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

[button] UPLOAD PALLIATIVE DOCUMENTATION is highlighted. ]
[image: Add Palliative Care document pop up.
Next to the CHOOSE FILE button is a previewed uploaded folder. Below are text fields to add a file name and description. 
[button] UPLOAD]
[bookmark: _Toc113880284]Approved and Rejected Palliative Care Status Forms
If the Department approves the Palliative Care Status Form, you will receive a notification and the client's status will change to Approved. The client will be assigned AN-ACC Class 1 and become eligible for funding at that classification level.
If the Palliative Review Officer determines that the additional documents do not provide enough evidence to confirm the client's palliative status, they will reject the request.
You will receive a notification and the client's status in the Palliative Care tab will change to Rejected. The system will also generate a referral for an AN-ACC assessment to determine the client's AN-ACC classification.
If you would like to appeal the decision, email myagedcare@health.gov.au and provide evidence to support your appeal.
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Gender, XX years old, DD Month Year, ACXXXXXX01 Primary contact Name SURNAME — XX XXXX XXXX

XX Street Name, SUBURB, STATE, POSTCODE
No support relationships recorded

@ Cdre OpprOVOIS REQUEST AREVIEW H & VIEW CLIENT REPORT

Client summary Client details Support network Referrals for my organisation Plans Attachments Services My Aged Care interactions Notes Tasks and Notifications

Approvals

The client is approved for the following care types under the Aged Care Act 1997.
Current care approvals

@ Home support Ongoing - SaH Classification 4

-lllome modifications Short-term - HM High VIEW HISTORY

riority category Standard
proval starts DD Mpnth Year
proval stops DD Month Year
tatus Committed effective DD Month Year
lace assigned FSO
lace assigned date DD Month Year
ake up deadline DD Month Year
ource System Gateway

lome modifications services: Home Adjustments: Home modifications prescription and clinical support, Home modification products
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Title Name SURNAME
Gender, XX years old, DD Month Year, ACXXXXXX01
XX Street Name, SUBURB, STATE, POSTCODE No support relationships recorded

@ Core O pprovols REQUEST AREVIEW ‘ ‘ & VIEW CLIENT REPORT

Client summary Client details Support network Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Notes Tasks and Notifications

Primary contact:  Name SURNAME — XX XXXX XXXX

Approvals

The client is approved for the following care types under the Aged Care Act 1997.
Current care approvals

@ Home support Ongoing - SaH Classification 4

(+¥) Home modifications Short-term - HM High

Priority category Standard
Approval starts DD Month Year
I Approval stops DD Month Year
Status Committed effective 23 April 2026
Place assigned FSO
Place assigned date DD Month Year
Take up deadline DD Month Year
Source System Gateway

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

Seeking services
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Title Name SURNAME

Gender, XX years old, DD Month Year, ACXXXXXX01 Primary contact: Name SURNAME — XX XXXX XXXX

XX Street Name, SUBURB, STATE, POSTCODE

No support relationships recorded

©® Attachments

Client summary Client details Support network Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Notes Tasks and Notifications

Attachments

ADD AN ATTACHMENT
Assessment Attachments Other Attachments Correspondence

Proof of Progression
Evidence for HM Extension [ 0.00KB]

(1 )]

4 May 2026
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@ Patsy Calledge support plan

‘ REQUEST A REVIEW ‘ ‘ (3 VIEW PDF OF CLIENT RECORD

Client summary Client details Referrals for my organisation Attachments Approvals Services My Aged Care interactions Notes Tasks and Notifications

Assessment Details

() Assessment information

+ Comprehensive Assessment was completed on DD Month Year by the Aged Care Assessment Service
« Comprehensive Assessment status is Assessment Complete
* The review date has not been specified

@ Assessment summary
(") Needs Identified at assessment

® Assessment history

(") Comprehensive Assessment DD Month Year

@ Screening DD Month Year
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Service and Support Portal Logout

Welcome Name

‘ i : Find a client Review requests Tasks and notifications

4

Service referrals Government Provider Management System Residential care My Aged Care interactions

Reports and documents SIRS Notice
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Incoming referrals ~ Waitlist ~ Accepted services pending Referral history

Filter by

1to 1 out of 1 matching result

Aged care user Commencement Referred Recommended start
ID date ~ date Service type date Priority
. SURNAME  Name ACXXXXXXXX DD Month Year DD Month Year  Residential Permanent, Naps Service ID . Medium
Aged XX (DD Month Year), Gender @ Suburb, State, Post Code
Client contact details About this service
Preferred contact number XX XXXX XXXX . Service type Residential Permanent
About this rral Service sub type  No sub types
i Service item name Residential Permanent - At Provider Location
Date issued DD Month Year
Date accepted DD Month Year Naps service Id XXXX
Outlet Outlet Name Service frequency 7 days per week
Referral comments No referral comments provided Service dates
Start date DD Month Year
Planned end date None
Planned review date None

Service provider comments No provider comments provided

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

T o
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& Client details

EQUEST A REVIE IEW PDF OF CLIENT RECORD

The client has not yet completed a wallet check.
Conduct a wallet check now.
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(@ Request aReview

Al fields marked with an asterisk () are required

Request details

What srcumstances have changed o e cient?
Change in care needs -

Does the client require and meet the requirements for a direct assessment? @

Aclient s eligible for a direct comprehensive assessment f they meet the following criteria:

« The client s at risk and has immediate unmet aged care needs and/or the clients carer amangements are unsustainable,
and

« The client needs assessment and approval for transition care or permanent residential care and/or residential respite
care

Please call the My Aged Care provider and assessor helpline on 1800 200 422 to progress a direct assessment for this client

senp review ReauesT  [RSRS
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Title Name SURNAME

Gender, XX years old, DD Month Year, ACXXXXXX01, XX Street Name, SUBURB, STATE, POSTCODE

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

Request details

What circumstances have changed for the client? *

How has this affected the client's need? *

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

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

O Support at Home and Commonwealth Home Support Programme
O Flexible Care
@® Residential Care

Primary reason for Support Plan Review Request*

O Request for additional CHSP services or changes to CHSP services for clients who are dhly receiving CHSP services current
O Request for additional CHSP services for clients who are in receipt of a HCP

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

@ There is a significant change in the client's needs and additional Aged Care Act 2024 (thg Act) based aged care services are |
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O Support at Home and Commonwealth Home Support Programme
O Flexible Care

® Residential Care

Primary reason for Support Plan Review Request*

O Request for additional CHSP services or changes to CHSP services for clients who are only receiving CHSP services currently

O Request for additional CHSP services for clients who are in receipt of a HCP

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

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

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

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

ADD CARE PLAN || ADD BUDGET
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Add a care plan

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

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

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

Type of document *
SP Care Plan

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

01250
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Primary reason for Support Plan Review Request*
O Request for additional CHSP services or changes to CHSP services for clients who are only receiving CHSP services currently

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

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

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

Care plan: Care Plan.docx
Individualised budget: Budget.docx
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Requested by [V] Reverse Alphabetical ¢ Request submitied by Name visit from occupational therapist recommended to ensure that
Client last assessed by mobility aids are available and used appropriately.
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1to 1 out of 1 matching result
Reason for request Name SURNAME 9

Clients change in circumstances:
Change in care needs

Name Impact on client's needs:
SURNAME Badly
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9 SUBURB, STATE, POSTCODE services from your outlet.

Aged Care 1D ACXXXXXXX1
DD Month Year
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® Reports and documents
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4 Home | Residential care

Residential care

XX Street Name
Requests Palliative Care

Filter by

1 to 50 out of 61 matching results

& First Name Aged Care User ID Assessmen Effective Date Request type
SURNAME Name ACXXXXXXXX DD Month Year DD Month Year No Classification Provider Name
SURNAME Name ACXXXXXXXX DD Month Year Class 7 DD Month Year Active Provider Name
SURNAME Name ACXXXXXXXX DD Month Year DD Month Year No Classification Provider Name
SURNAME Name ACXXXXXXXX DD Month Year DD Month Year No Classification Provider Name
SURNAME Name ACXXXXXXXX DD Month Year Class 4 DD Month Year Active Reassessment Provider Name
SURNAME Name ACXXXXXXXX DD Month Year DD Month Year No Classification Provider Name
SURNAME Name ACXXXXXXXX DD Month Year DD Month Year No Classification Provider Name
SURNAME Name ACXXXXXXXX DD Month Year DD Month Year No Classification Provider Name
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Residential care

Requests Palliative Care

[T
28 carD

Filter by

( 1 to 21 out of 21 matching resulty

Last Name + First Name Aged Care User ID Care Type Classification Effective Date Status Request type Service

SURNAME Name ACXXXXXXXX Residential Permanent Class 1 DD Month Year Active Classification Palliative Care Provider Name
SURNAME Name ACXXXXXXXX Residential Permanent Class 5 DD Month Year Active Classification Provider Name
SURNAME Name ACXXXXXXXX Residential Permanent Class 99 DD Month Year Active Classification Provider Name
SURNAME Name ACXXXXXXXX Residential Permanent Class 7 DD Month Year Active Classification Provider Name
SURNAME Name ACXXXXXXXX Residential Respite Class 101 DD Month Year Active Classification Provider Name

SURNAME Name ACXXXXXXXX Residential Permanent Class 3 DD Month Year Active Classification Client Unavailable Provider Name
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@ Home | Residential care | Name SURNAME

Title Name SURNAME
Gender, XX years old, DD Month Year, ACXXXXXX01

XX Street Name, SUBURB, STATE, POSTCODE
Prefer to speak [Language]

(®) Residential Care

Client summary Client details Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions No

Current Classification (Active) Classification Hist

Residential Permanent DD Month Year - Present P —— ;
AN-ACC Classification : Class 5 esidential Permanen

@ @AN-ACC Classification - Class 5 (,
@

@AN-ACC Classification : Class 9 (I

Residential Respite DD Month Year - Present
AN-ACC Classification : Class 101

©]
AN-ACC Classification : Class 10
® O

Residential Respite




image153.png
Confirm reassessment request

Allfilds marked vith an asterisk () are required.

Pleass ensure that the care reciient you are requesiing a reassessment for has displayed a signficant change in care needs.
Has there been a significant change i care needs”

©ves

OmNo

Is the care recipient approaching end of ife ith a documented care plan in place that has been communicated wilh the resident, ther family andior carers? Note: Evidence of 2 care plan vith end
of ife care acivties may be requested by an AN-ACC assessor at the fime of assessment.

By selecting yes'you are requesting an urgent reclassifcain assessment and advising hat the care recient is approaching end of fe.*

®ves

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

Service and Support Portal

Welcome Name from Provider Name

Government
Service Elndalcient Review Tasks and Retrieve a Residential My Aged Care Staff Reports and Outlet

) provider
referrals requests notifications referral code care interactions administration documents administration ACFl reviews SIRS Notice management

system

A Home | Residential care | Name SURNAME

Title Name SURNAME
Gender, XX years old, DD Month Year, ACXXXXXX(

Primary contact:  Name SURNAME
XX Street Name, SUBURB, STATE, POSTCODE
Prefer to speak [Language]

View support network

0 Residential care & VIEW CLIENT REPORT

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

Please select relevant criteria to your reassessment request

[] The condition of the care recipient relating to mobility, cognitive ability, function, pressure sore risk and/or compounding factors has changed due to o

Please select the main reassessment criteria relevant X

) change in mobility, such as increased assistance in mobilising to this request. You can provide further justification to

. - . " support this reassessment request in the free text field.
(O change in cognition, such as a decreased ability to communicate and/or understand direction

O change in function, pressure sore risk and/or compounding factors, such as an increased level of assistance required in daily care
[] Care recipient has been an in-patient of a hospital for at least 5 days consecutively

[ Care recipient has been an in-patient of a hospital for at least 2 days and was administered general anaesthetic during this period
[ For a care recipient with an existing classification between 9 and 13, at least 6 months have passed since the result of the existing classification
[ For a care recipient with an existing classification level between 2 and 8, at least 12 months have passed since the result of the existing classification

Further justification

0/1000

REQUEST REASSESSMENT CANCEL

AccessibilityPrivacyDisclaimerTerms of useCopyright Ja

Copyright © Commonwealth of Australia ABN:83 605 426 759

e o oty wi e | Myagedcare
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Request reassessment

All fields marked with an asterisk (“) must be completed before submission
Please select relevant criteria to your respite reassessment request *

[ Condition of care recipient has changed from independently mobile to being mobile only with assistance
[ Condition of care recipient has changed from independently mobile to not mobile

[ Condition of care recipient has changed from mobile with assistance to not mobile

Further justification

£
0/1000

Expected departure date *

(e.g. ddmmlyyyy)

CANCEL
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Classification details for clients in your care will be displayed within 1 business day(s) of a residential funding assessment being completed. If you are unable to see a classification, please

check back after 1 day(s)

Client summary Client details Support network Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Notes

Tasks and Notifications Residential Care

Current Classification (Active) Classification History (

(™)

Residential Respite DD Month Year -
Present
AN-ACC Classification - Class 101

Residential Respite

REquesT ReAssEsswENT |(7) (7)) AN-ACC Classification : Class 101 (Active) - DD Month Year - Present

C@ ight @ Commonwealth of Australia ABN V Reassessment has been successfully requested
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SURNAME Name ACXXXXXXXX Residential Permanent Class 1 DD Month Year Active Classification Palliative Care Provider Name
SURNAME Name ACXXXXXXXX Residential Permanent Class 5 DD Month Year Active Classification Provider Name
SURNAME Name ACXXXXXXXX Residential Permanent Class 99 DD Month Year Active Classification Provider Name
SURNAME Name ACXXXXXXXX Residential Permanent Class 7 DD Month Year Active Classification Provider Name
SURNAME Name ACXXXXXXXX Residential Respite Class 101 DD Month Year Active Classification Provider Name

SURNAME Name ACXXXXXXXX Residential Permanent Class 3 DD Month Year Active Classification Client Unavailable Provider Name
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Confirm reconsideration request

Allfields marked with an asterisk () are required

You are requesting a reconsideration for a care recipient who has had an assessmentreassessment within the last 28 days.

D0 you disagree with the classificalon resuling 1fom the assessmen of he care recipient?

© ves)

O No

s the care recipient approaching end of fe with a documented care plan in place that has been communicated with
resident, ther family and/or carers? Note: Evidence of a care plan with end of e care activties may be requested by an AN.
ACC assessor at the time of assessment

By selecting 'yes'you are requesting an urgent reclassification assessment and advising that the care recipient is
approaching end of ife.

O Yes
O No

‘CONFIRM RECONSIDERATION
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# Home | Residential care | Name SURNAME | | Request Reconsideration

Title Name SURNAME
Gender, XX years old, DD Month Year, ACXXXXXX01 Primary contact: Name SURNAME — XX XXXX XXXX

XX Street Name, SUBURB, STATE, POSTCODE
No support relationships recorded

Request reconsideration

All fields marked with an asterisk (*) must be completed before submission
Please select relevant criteria to your reconsideration request *
[J The assessor did not complete the assessment in a satisfactory manner, resulting in an inaccurate classification

[J The care recipient’s condition during the assessment did not accurately reflect their usual condition or relevant information was not considered, resulting in an inaccurate
classification

Further justification

4

0/1000
REQUEST RECONSIDERATION ‘ CANCEL
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Request reconsideration

All fields marked with an asterisk (*) must be completed before submission
Please select relevant criteria to your reconsideration request *

[ The care recipient's condition during the assessment did not accurately reflect their usual condition or relevant information was not considered, resulting in an inaccurate
classification.

O The assessor did not complete the assessment in a satisfactory manner, resulting in an inaccurate classification.

Further justification

0171000
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Recadall reassessment request

You are attempting to recall the existing reassessment request. Please note that this will result in the care recipient no longer
receiving a reassessment to determine any change in classification care needs

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