
Autumn 2020
Edition

The 5-Step Guide to 
Home Care Package Services

Aged Care Reviews



Important Information
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liability (except for any liability which by law cannot be excluded) for any inaccuracy in the information provided.
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The Power of Knowing
The home care system is a confusing array of acronyms, 
government bureacracy, and overlapping service ‘package’ 
levels. 

At AgedCareReviews.com.au we know that 93% of families 
report some level of stress with the process, and half 
describe the process as being ‘Very’ or ‘Extremely’ stressful.

Recent reforms have handed the power back to families. 
While the system is still complex, families are ultimately able 
to swap home care providers if they are unhappy.

When dealing with vulnerable loved ones, simplicity and 
calm is rarely found.

The 5 Step Guide to Home Care Services has been 
produced by AgedCareReviews.com.au - Australia’s 
largest consumer review website for the aged & home care 
industry. It’s TripAdvisor for home care. We have thousands 
of validated reviews on home care providers across 
Australia.

The information in the 5 Step Guide to Home Care Services 
is concise, and written in plain English. It uncomplicates the 
process of commencing home care services, and gives your 
family the right information. 

Use Reviews To Make an Informed 
Decision
Lots of home care operators spend millions in marketing 
dollars to tell us they provide ‘high quality’ personalised 
care. Marketing brochures are glossy, and full of photos of 
happy clients. But the service received by families differs, and 
sometimes differs greatly. 

Thousands of families have used Aged Care Reviews free 
telephone based support service to navigate the home 
care placement journey, organise assessments, access 
free financial advice, and shortlist appropriate home care 
package providers. 

Access our free telephone support service by calling 1300 
654 670, or by going to AgedCareDecisions.com.au. Once 
your family has successfully chosen a home care provider we 
invite you to submit a review on your home care experience. 
Share your experience, and help other families to make a 
difficult decision easier.

Submit a review on your home care experience:

http://AgedCareReviews.com.au/ReviewUs

Introduction
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The 5 Steps of Home Care Services

DO YOU HAVE AN 
AGED CARE ASSESSMENT?

Step 1

Organise an aged care 
assessment online or by 

calling 1800 200 422.
Timeline: 4-6 weeks

DO YOU BEEN ALLOCATED 
A HOME CARE PACKAGE?

Uh oh

This may take weeks 
or months. Spend the 
time by researching 

providers, and getting 
the Income 
Assessment 
organised.

Step 2

Fill out the Centrelink 
Income Assessment form.

If you already receive a 
pension, no need to fill in 

the form - just call 
Centrelink.

Timeline: 4-6 weeks

DO YOU HAVE AN 
INCOME ASSESSMENT?

NO

YES

NO

YES

NO

HAVE YOU CHOSEN A HOME 
CARE PACKAGE PROVIDER?

Step 3

Start by understanding what 
types of services are most 

important. 
Shortlist providers by using 

Aged Care Decisions, a free & 
independent support service. 

Call 1300 775 870.
Timeline: 1-3 months

NO

YES

DO YOU UNDERSTAND THE 
FEES & CHARGES PAYABLE?

Step 4

Everyone must pay the basic 
daily fee of $141 per fortnight. 
Beyond that, an income care 

fee may be payable, depending 
on income levels. Control how 
your money is spent through 

an ‘individualised care 
budget’.

Timeline: Ongoing

NO

YES

STARTED TO RECEIVE 
HOME CARE?

Step 5

Submit a review on 
your family’s home care 

experience, and help other 
families to make a more 

informed decision. Its 100% 
anonymous, and really easy.

Timeline: 2 mins

YES

Aged Care Reviews .com.au
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Aged Care Assessment

What is an Aged Care Assessment?
An Aged Care Assessment is a compulsory step required to 
receive a Home Care Package. 

During a face to face interview with a member of 
the government’s Aged Care Assessment Team, a 
comprehensive evaluation of the physical, medical, 
psychological, social and restorative care needs takes place.

The outcome of this assessment will determine if the elderly 
person is eligible to receive a government subsidised Home 
Care Package, and what level of Home Care Package is most 
suitable. 

Why is it required?
An Aged Care Assessment is needed to have the 
government pay for some or all of an elderly person’s home 
care costs.

What information will we need?
The Aged Care Assessment doesn’t require the elderly 
person to fill in any forms, but the following information will 
be required:

• Details on how day-to-day activities are managed, and 
how much help is needed to fulfil them;

• Details on state of health. Medical evidence will be 
required, such as doctors reports, hospital discharge 
reports, current and past pharmaceutical prescriptions, 
details on diagnosed illnesses;

• Details on how much assistance is currently required 
to live at home – e.g. getting in and out of bed, using 
bathroom and toileting facilities, details on how meals 
are currently prepared;

• Details on what other support services have been, 
or are being, received - e.g. Commonwealth Home 
Support, allied health services, Council run services or 
other hospital services.

A trusted person can assist the elderly person during the 
assessment (whether it is a family member, nominated 
representative, or a carer). The assessment occurs as a two 
way conversation therefore, the person being assessed can 
ask any relevant questions.

How do we organise this?
Web: An assessment can be requested online by going to 
MyAgedCare: http://myagedcare.gov.au/referral

Phone: Call MyAgedCare on 1800 200 422

An assessment can also be requested by a GP, a doctor, 
a hospital nurse or administrator, a community nurse or 
other health care practitioners.

How long does the process take?
The assessment will occur within 30 days of a request being 
submitted online or by telephone.

The assessment itself takes approximately three hours, and 
will occur in the elderly person’s own home.

An assessment outcome letter will typically be sent within a 
week of an assessment occurring. 

What will the Aged Care Assessment let 
us do?
The assessment outcome letter will advise what Home 
Care Package level has been approved (Level 1 - 4). But this 
does not mean home care services can begin.

The elderly pereson then needs to be allocated a Home 
Care Package. This is a different process, entirely controlled 
by the Australian Government. 

Package allocation
A home care package allocation depends on national 
demand, and may happen instantly, or take some weeks or 
months. 

A package allocation letter will be sent out - advising the 
allocation of a Home Care Package - either at their assessed 
level, or at a lower level on an interim basis. The package 
allocation letter will contain a referral code (e.g. 1-XXX 
XXX XXX). This code will be requested by your shortlisted 
provider. 

The elderly person will have 56 days from receiving the 
package allocation letter in which to select a home care 
provider, and enter into a Home Care Agreement with that 
provider.

Further information
MyAgedCare.gov.au - http://www.myagedcare.gov.au/
eligibility-and-assessment/acat-assessments

Aged Care
Assessment

  Time Required Complexity

 6-26 wks Medium

1
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Income Assessment

Why is an Income Assessment advised?
The Income Assessment is a highly recommended step in 
the process of commencing to receive a home care package.

If an elderly person does not receive an Income Assessment 
they will be required to pay the maximum applicable fees. 

Detailed financial information is provided through a 18 page 
form submitted to Centrelink. The Government uses this 
information to assess what subsidy to contribute toward 
the cost of receiving a Home Care Package. This subsidy will 
reduce the elderly person’s Income Tested Care Fee (see 
Step 4 for more information).

Thus, outcome of this assessment should be completed 
prior to someone entering into a Home Care Agreement 
with a provider. 

Age Pension or DVA payments
If the elderly person already receives the Aged Pension, 
Disability Support Pension, or a DVA income support 
payment, then the Income Assessment form does not need 
to be filled in. 

In these cases Centrelink already has enough information 
to conduct the assessment. But the elderly person (or their 
representative) must contact Centrelink by phone on 1800 
227 475 to trigger the assessment process. 

Checklist of information required
• Details of existing Centrelink / DVA payments;
• Details of income payments (pension, annuities, 

business income, trust dividends, investment property 
income, rental income, share income);

• Details of non primary residence assets (e.g. bank 
accounts, savings accounts, superannuation, cars, boats, 
caravans, annuities, stocks, bonds, shares, investment 
properties, gifts, etc); and

• Details of liabilities (e.g. aged care payments, credit 
cards, personal loans, outstanding medical bills, 
outstanding household bills, etc).

How do we organise this?
A Centrelink form called Aged Care Fees Income Assessment 
(SA456)  must be completed.

You can request the SA456 form by calling Centrelink on   
132 300.

The completed form will need to be filled in, signed and 
returned to Centrelink together with all the required 
supporting documents. 

The initial fee notification advice will be valid for 120 days 
unless there is a significant change in circumstances.

How long does the process take?
Relevant documents should be compiled in the months 
prior to a home care package being required. 

Filling out the form may take a few hours.

The form must be submitted to a Centrelink office, along 
with copies of required documentation.

The results of the income assessment will typically be sent 
to the elderly person within 4-6 weeks after submitting the 
form to Centrelink.

Further information
MyAgedCare.gov.au - http://www.myagedcare.gov.au/costs/
help-home-costs/income-assessment

Centrelink - https://www.humanservices.gov.au/health-
professionals/enablers/aged-care-fees-income-assessment

 
Income 

Assessment

  Time Required Complexity

 4-6 wks High

2
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Selecting a Provider

  Time Required Complexity

 1-3 mths Medium

Selecting a 
Provider

Why shortlist & compare providers?
Selecting the most appropriate home care provider is an 
important process. The organisation, and their carers, will 
occupy a special and trusted position with a potentially 
vulnerable elderly person. 

Like all big decisions in life, especially made on behalf 
of someone else, its important to choose carefully, and 
proceed in a thoughtful manner. 

Going through a sensible shortlisting process, and 
thoroughly investigating each potential provider, will 
provide you and your family with confidence and peace of 
mind.

The first consideration: what services 
are important?
The best way to start the process of narrowing down home 
care providers is to ask: what services do we consider most 
important?

Some of the types of services provided within a Home Care 
Package are:

• Personal care - showering, dressing, continence 
management;

• Home care - cleaning, laundry;

• Meal preparation;

• Social activities, shopping assistance;

• Allied health - physio, speech therapy, podiatry, exercise 
programs & classes (e.g. hydrotherapy, massage, 
personal trainer); and

• In home nursing - wound management, medication 
consultation, care planning

The role of the provider
The organisation selected as the Home Care Package 
provider will often sub-contract the vast majority of services 
to other organisations.

The role of the Home Care Pacakage provider is to ‘case 
manage’ your needs. They will organise each of the services 
and subcontracted service providers, coordinate their 
activities, ensure the elderly person’s needs are being met, 
and regularly review the care plan. 

Making a shortlist
Because the Home Care Package provider often sub-
contracts the vast bulk of services provided under a home 
care package, its important to understand that selecting a 
provider is actually about how well they can manage and 
administer your home care package, and make sure you are 
satisfied with the services being provided.

A simple and effective way to understand how a particular 
provider does this is by reading reviews submitted by 
current and former clients of that provider.

Aged Care Reviews offers a free and independent service 
to families to help shortlist providers according to a 
range of criteria - including what other families have said 
through reviews. This service is aptly named Aged Care 
Decisions.

Our service is 100% free, and obligation free. We 
compare all home care providers across Australia - so its 
also independent. This service saves families weeks of 
searching around.

Access our free service by calling 1300 775 870, or online at 
AgedCareDecisions.com.au.

Home Care Agreement
Once a provider has been selected, and the elderly person 
has been provided with a package allocation letter (see 
Step 1), then a Home Care Agreement must be signed with 
the provider. 

The Home Care Agreement will include a care plan (an 
overview of the exact services to be provided, and how 
often), and an individualised care budget (the exact 
breakdown of costs between services & administration 
costs). 

The Home Care Agreement is a legal document, so 
appropriate independent advice should be obtained.

3
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Fees & Charges

  Time Required Complexity

 Ongoing Low

Fees & 
Charges

4

Overview
The Australian Government provides a subsidy towards a 
large part of the fees associated with a Home Care Package.
Beyond the Government subsidy, three types of fees may 
be payable by an elderly person:
• Basic daily fee
• Income tested care fee
• Extra services

What the Government pays

1. Basic Care Needs $8,900
2. Low Level Care Needs $15,700
3. Intermediate Care Needs $34,000
4. High Level Care Needs $51,600

This Government subsidy is paid directly to the home 
care package provider. This is an approximate maximum 
amount.

What you pay 
There are two types of fees your provider can ask you to 
pay: 

1.  A Basic Daily Fee  

2. An Income-Tested Care Fee. 

The amount of the contribution you may be asked to make 
towards your home care package is advised by DHS. Any 
fees to be paid by you will be discussed between you and 
your provider before commencing services.

The amount, if any, of the Income Tested Care Fee 
will depend on the outcome of the Centrelink Income 
Assessment.

Generally, the following limits apply (single person rates):

Income Income tested fee 
payable

Full pensioner - i.e. annual 
income is less than $27,736.80

No income tested care 
fee payable

Part pensioner - i.e. annual 
income is less than $53,627.60

Up to $5,617.47 per year

Self Funded retiree - i.e. annual 
income above $53, 627.60

Up to $11,234.96 per 
year

What about extra services?
There may be additional or extra services that cannot be 
catered for within the individualised care budget (see 
below). 

In this scenario a care recipient and provider can agree on 
the payment of an additional amount to cover such extra 
services.

In a hurry? Private services
Receiving a Home Care Package requires a package 
allocation (see Step 1). This package allocation may or may 
not occur quickly after an aged care assessment is received - 
it will depend on national demand.

If a family doesnt want to wait to receive a package 
allocation, you can choose to engage a home care provider 
on a ‘private’ basis - meaning you will have to pay the entire 
cost of services with no Government subsidy. 

Controlling how the money is spent
A home care package provider will recommend the precise 
mix of services (and charges) to be provided under a 
home care package. This will be wrapped into a home care 
package ‘individualised care budget’.

Ultimately, it is up to the care recipient to agree to how the 
overall home care package budget is allocated and spent. If 
a care recipient wants more of one type of service, or less of 
another, then the provider must agree to this change.

Every month the home care package provider will itemise 
all services provided, and their costs, in a statement. 
This statement will also show administration and case 
management costs.

Unhappy? Change providers
If your family is unhappy with the services provided by the 
home care package provider (and their sub contractors), or 
are unhappy with the cost, it is easy to switch providers.

It’s now a competitive market for home care packages. 
Any registered provider can provide services to any elderly 
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Review
Review

5

  Time Required Complexity

 2 min Low

What is AgedCareReviews.com.au?
Established in 2013 after the experiences of two regular 
aged care consumers, AgedCareReviews.com.au has 
grown into Australia’s largest consumer review website for 
the aged care & home care industry. 

The website displays thousands of validated 
reviews submitted by care recipients and their 
families.  Tens of thousands of families a month use              
AgedCareReviews.com.au to inform their decision making, 
make their shortlist, and research their home care options.

Why submit a review?
The vast array of home care providers is confusing. Its 
difficult to tell what one particular provider does well, and 
doesnt do so well. What are their unique qualities?

A lot of money is spent on receiving home care package 
services. With so much money being spent, its good to read 
about the experience of other families with that provider. 

Reviews aren’t the only criteria to go by, but its a useful start. 
Selecting an organisation to provide, at times, intimate care 
to a vulnerable loved one involves a special bond of trust.

Reviews help other families make a difficult decision easier. 
It’s the power of knowing.

What about anonymity?
All reviews submitted on AgedCareReviews.com.au are 
anonymous - you can select a username of your choice, or 
randomly select an anonymous username.

The only personal information we collect is an email 
address. This is done in case we need to verify the reviewer.

Under no circumstances are the contact details of a 
reviewer passed onto an organisation. 

Whats involved in a review?
A rating of one to five stars is given against a number of 
criteria:

• Quality of staff
• Quality of service provision
• Responsiveness
• Overall quality

You will then be invited to talk about your experience in the 
review. You can use this to talk about what the provider 
does well, what needs improvement, and how your family 
found the experience.

Does the review have to be positive?
No. It doesnt matter whether your review is negative, 
positive or both. What’s important is that you talk about 
your experience.

All reviews must conform with our Content Guidelines. That 
means reviews from providers, staff or health professionals 
arent allowed. Only genuine home care experiences from 
care recipients or their family members. 

How long will it take?
A review will take about 2 minutes to complete.

How can we submit a review?

Submit a review on your home care experience at:

http://AgedCareReviews.com.au/ReviewUs



Aged Care Reviews


