


Welcome to our Handbook
Welcome to our ‘Everything You Need to Know About Home Care Packages 
and More’ Handbook. 

Recently received a Home Care Package? Still waiting for your funding to come 
through? Or, had your package for a while, but a bit confused about whether your 
Provider is the right fit? This guide was made for you. 

We know firsthand how difficult it can seem to navigate the Home Care 
Package process. From knowing when to get assessed for a package, to 
choosing the right Provider for you – these decisions are crucial to your 
ability to stay at home for as long as possible and your general sense of 
wellbeing. 

That’s why we created this handbook, to give you the information you need – all 
in one place. 

By the end of reading this guide you will have learned: 

1. 5 Tips to get the most from your Home Care Package…………………….........Page 2 

2. Handy Provider Comparison Spreadsheet……………………………………............Page 7  
3. Simple Guide For Switching To Just Home Care Packages ……………….......Page 9
4. How Just Home Care Packages Works……………………………………................Page 10 
5. The Complete Home Care Package Glossary………………………………............Page 12 

Your choice of Home Care Package Provider is paramount to your ability to live 
your life the way you want to. 

A good Provider will offer you the support and freedom to continue to do the 
things you love to do with the right amount of assistance you need to achieve 
that. 

We hope our ‘Everything You Need to Know About Home Care Packages 
and More’ Handbook lights the way to the best solution for you! 

Still confused?
Give us a call today on 1300 992 6391.



5 TIPS TO GET THE MOST OUT OF 
Your Home Care Package.

1. GET ASSESSED EARLY.
With an ageing population and greater desire to remain at home, there is an
increase in the amount of people applying for a Home Care Package. This increase
in demand means that there are often long wait times for your package to become
available (often over 12 months). That’s why it’s important to get assessed early. 

Step 1: Call My Aged Care to Request as Assessment.

Step 2: An ACAT Assessor Will Visit You At Home.

• Call 1800 200 422 and request an assessment from My Aged
Care (MAC).
• You will be asked a series of questions to determine if you are
eligible for a Home Care Package.
• Depending on your responses they will organise an in-person
assessment from the Aged Care Assessment Team (ACAT).
This assessment is free.

During your appointment the ACAT Assessor will talk to you
about your current situation, assess and approve your eligibility,
determine the most appropriate level of care and your priority
to receive a Home Care Package.

The four levels of support you will be assessed for are: 
Level 1: Basic Care Needs 
Level 2: Low-Level Care Needs 
Level 3: Intermediate Care Needs 
Level 4: High-Care Needs 

Give us a call today on 1300 992 639
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Step 3: Receive Your Results.

Step 4: You Are Assigned Your Package.

Step 5: Choose A Home Care Package Provider.

You will get a letter from MAC letting you know the
outcome of your assessment.
If you are eligible for support, you will be approved for
a specific level (1,2,3 or 4).
You will be placed in the national queue and have to
wait until a package becomes available to be assigned
to you.

When you reach the top of the queue you will receive
another letter confirming you have been assigned a
Package - Congratulations!
You may be assigned a lower level while you wait for
your higher-level package to become available.

After you have been approved for a package you will
need to find a government approved Home Care
Package Provider. This must be completed within 56
days.
A Provider is required to administrate your package for
you.
Make sure you do your research and find the right
provider for you.
When you choose your Provider, you will give them the
unique Referral Code on your letter from MAC so that
they can accept your package and start your funding.

If you need any help with the assessment process, our friendly
Care Experts are more than happy to assist. Just give us a call on
1300 992 639. 

Give us a call today on 1300 992 639

Still confused?
3.



2. KNOW YOUR RIGHTS AS A HOME CARE PACKAGE HOLDER.

You have the right to choose a Provider of your choice. You get the power to
choose who you think will be best to supply your care and support services. And
with power, comes great responsibility. 

It can be daunting to choose a Provider with there being so many options out there.
That’s why it’s important to know the right questions to ask and feel comfortable to
communicate your needs and expectations. 

You also have the right (if the Provider you choose first isn’t working out) to make
the switch to another Provider who will deliver a better solution for you. 

Don’t ever feel pressured into making a decision, bullied into staying with someone
who’s not delivering what you want or need, or the Provider is charging high fees
resulting in you not receiving all the care you require. 

For a long time, Providers were able to charge what they wanted to, force you into
using specific care workers at specific times and provide poor customer service.
Luckily for you, you have the choice to go with a Provider who doesn’t do any of
these things. So, it’s best to do your research and learn your rights as a consumer
so you can make the best choice for you. 

3. ENSURE YOUR PROVIDER LISTENS TO AND UNDERSTANDS
YOU.
It’s important to go with a Provider who values transparency, communication and 
 building a strong relationship with you. 

Think of it this way, if you need to change your services or your situation changes –
you want a Care Manager who is easy to get on the phone and will answer the
questions you ask, honestly and confidently. 

A good Provider will do all they can to support you to continue living the way you
want to – happily, independently and safely at home. 

Give us a call today on 1300 992 639
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Assessment of a person’s needs goals and preferences
A review of a home care agreement 
A review of a care plan
A review or consultation to ensure that care and services care and services
align with other supports
Ensuring an individual’s care and services are culturally safe
Identifying and addressing risks to an individual’s safety, health, and well-being

establish and manage home care budgets
coordinate services (such as schedule services and workers or arrange respite
care)
prepare invoices and monthly statements
respond to enquiries about invoices
organise third party services
buy equipment (such as mobility aids)
arrange allowable home modifications (such as bath rails)
submit claims to Services Australia
maintain and update income tested care fee and basic daily fee payments
paperwork for ceasing care
store and maintain records
ensure staff are suitable (such as with police checks and immunisation checks)
train and educate staff
conduct quality improvement, compliance, and assurance activities
complete financial reporting
maintain COVID-19 vaccination compliance documents.

Providers can charge a few different fees, learning about them will help you get
more from your Home Care Package. Here are the fees Providers can charge: 

1. Care Management Fee:
Care Management is a service claimable from a Home Care Package. Care
Management can include any or all of the following service activities:

2. Package Management Fee:
Package management is a service claimable from a Home Care Package. Approved
providers can charge for package management to support the delivery of a Home
Care Package. This service includes activities such as:

3. Direct Services Fees:
These are the fees for the different services you can get through your Home Care
Package. There are often different prices for different types of services, e.g.
Nursing fee may be different to Personal Care.

4. LEARN THE HOME CARE PACKAGE FEES.

Give us a call today on 1300 992 639
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Dementia and Cognition Supplement: This is an amount paid on top of your
basic Home Care Package subsidy if you are someone who has moderate to
severe cognitive impairment from dementia or other conditions.
Enteral Feeding Supplement: This is an amount paid on top of your basic Home
Care Package subsidy, if you are someone who receives enteral feeding. The
aim is to support people who have a medical need for enteral feeding.
Hardship Supplement: If you are someone who is facing genuine financial
hardship you may be eligible for this supplement. If you are unable to pay your
Basic Daily Fee or Income Tested Fee because of circumstances beyond your
control the government may contribute to the fees to your Provider on your
behalf. 
Oxygen Supplement: This is an amount paid on top of your basic Home Care
Package subsidy if you are someone who has the medical need for continual
oxygen therapy.
Viability Supplement: This is an amount paid to your Home Care Package
Provider if you are someone who lives in a rural or remote area.
Veterans’ Supplement: This is an amount paid on top of your basic Home Care
Package subsidy if you are a veteran or someone with a service-related mental
health condition.

You might be eligible for supplements to help with the cost of meeting specific care
needs. Receiving a supplement provides you with additional funding on-top of your
basic subsidy. It is possible to receive a number of different supplements. 

These are the supplements: 

If you have any questions about any of these Supplements, how to apply for them
or your eligibility feel free to give one of our friendly Care Experts a call on 1300
992 639 to discuss. 

5. LEARN IF YOU’RE ELIGIBLE FOR HOME CARE PACKAGE
SUPPLEMENTS.

We hope you found this guide helpful and it gave you a bit more
information. If you want to learn some more or have any questions
about anything to do with Home Care Packages, please feel free to give
one of our friendly Care Experts a call on 1300 992 639. We are
extremely experienced in helping Home Care Package holders get the
most out of their funding and would love to help you on your journey. 

Thanks for Reading.

Give us a call today on 1300 992 639
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HANDY PROVIDER 
COMPARISON SPREADSHEET 

Other Providers 

Just HCP (22%) 

Will accepting the 
package cost money? 

Just the Income Tested 
Fee (if applicable) 

NO Am I locked into using 
your Carers? 

How much of my 
funding will be available 
for my care services if I 

choose you? 

78% of you funding is left 
for care services. 

How much an hour do I 
have to pay for Carers? 

We have many Carers to 
choose from. So, we 

always try and find you the 
best deal. With platforms 
and a range of suppliers 

available who charge low 
rates, we ensure you get 

the most out of your 
Package. 

Still confused?
Give us a call today on 1300 992 639

Do you have your own 
staff, or do I get to use 

workers of my own choice? 

We have a large list of 
external service providers, 
so you have lots of choice 

over who delivers your 
care and support services. 

Can you provide staff who 
speak a particular 

language? 

YES 
Can I continue using care 
services I already have in 

place? 

YES 
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If a Carer/ support worker 
isn’t working out how do I 

change it? 

When you part-manage 
with us, you have the 

ability to change things if 
they aren’t working out. 

For more information give 
us a call on 1300 992 639. 

Can I choose what time 
care and support workers 

visit me? 

100%. With us – you get to 
coordinate with your team, 

what times suit you. We 
understand that timing is 

everything. 

Can I change the time my 
workers visit if I have an 

appointment? 

Yes. It’s your job to 
coordinate with your care 
and support workers what 

time suits you for their 
visits. 

Still confused?
Give us a call today on 1300 992 639

Just HCP (22%) 

Other Providers 

Do you have services 
available in my area? 

Yes. We have clients all 
over Australia. If you’re in 

an area that we don’t 
already have services 
– we will set these up.

Can I keep the gardener/ 
cleaner that I’ve already 
used if I switch to you? 

YES 

Can I get extra support if 
my needs change? 

YES 

Can I change my Care Plan 
if I need to? Will I be 

charged for this? 

What does my Monthly 
Activity Statement 

look like? 

Give us a call on 
1300 992 639 and we will 

send you a copy. 

YES, but NO you won’t 
be charged. 
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4 EASY STEPS TO SWITCH TO 
Just Home Care Packages 

Switching to Just Home Care Packages is easy! Just follow these 4 simple steps: 

STEP 1: 
Speak with one of our Care Experts to discuss your unique 
situation on 1300 992 639. We are very experienced with 
helping Home Care Package holders make the switch to a 
better solution. We will also help you determine if switching is 
the right move for you. 

STEP 2: 

You will need to reactivate your Referral Code. You can do 
this by calling My Aged Care and letting them know of your 
intention to switch Home Care Package Providers. We can 
help you with this if you need. 

STEP 3: 

Next you will need to notify your current Provider that you 
have decided to move your package to Just Home Care 
Packages and agree on a date to transfer. We will work with 
you, and your existing Provider, to create an easy and smooth 
transition. If you want to keep your existing Carers and care 
services, we can help with that too. 

STEP 4: 

Sign up with our team. One of our lovely Care Experts will set 
a time for your sign up. During this meeting we will get to 
know you better. We'll discuss your care needs, which 
services you’d love to set up and complete some simple 
paperwork. 

It’s as easy as that. If you need any assistance with making the switch, 

give one of our friendly care experts a call today on 1300 992 639. 
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HOW IT WORKS WITH
Just Home Care Packages 

STEP 1: SIGN UP WITH JUST HOME CARE PACKAGES 

Want to get started? Call our team on 1300 992 639 
and we will get a meeting organised. This meeting 
will give us the opportunity to discuss your 
specific situation, care needs and what you want to 
get from your Home Care Package. 

We want to understand who you are, your 
previous experiences and what you need, to ensure 
we can cater your services especially for you. We do 
this to make your experience as smooth as possible. 

STEP 2: WE SET UP THE BEST SERVICES FOR YOU! 

After our meeting you will get a call from your 
dedicated Care Manager who will introduce themselves 
and get the ball rolling. 

Your Care Manager will set-up the care and support 
services you need and work out how we can get you 
the best possible fit for your situation. 
Unlike other Providers, we want to ensure the care 
and support workers you use are people you trust, who 
come at times you’re comfortable with and provide the 
services you need. 

That’s why we work with you to choose from our large 
list of service providers in your local area to cater the 
services to your specific situation and care needs. 

At Just Home Care Packages we are passionate 
about catering your services to your needs. 

10.
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STEP 3: NOW YOU’RE THE BOSS! 

With your services ready to go, it’s over to you to co-
ordinate the services. Remembering we are only a phone 
call away to help.  

While your services are underway, we will handle the 
payments and reimbursements of your supports and 
services and ongoing government compliance of your 
Home Care Package. 

If there’s a service that’s not suiting you, you have the 
power to change it.  

Part-Managing your Package means you have more 
freedom and control to switch things up yourself if you’re 
not happy with the services you’re receiving. 

But we don’t believe freedom and choice should mean 
being left in the dark, that’s why we light the way for 
getting the most from your Home Care Package and are 
always here if and when you need us. 
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HOME CARE PACKAGE 
Glossary

ACAT/ACAS: The Aged Care Assessment Team, are the people who assess 
your eligibility for a Home Care Package. Many have a background in medical, 
nursing or allied health and will assess your physical, psychological, medical 
and social needs to help you gain access to the right support for your situation. 

Advocate: An advocate is a person who can support or represent you in 
your dealings with others. 

Allied Health Support: These are support services such as: physiotherapy, 
speech pathology, occupational therapy, podiatry and nutrition. 

Approved Provider: The organization you choose to host your Home Care 
Package. Depending on which Approved Provider you choose, they will either 
also deliver your care services through their own staff or allow you to use 
service providers of your choice/ from their network. You are able to switch 
Providers if the one you choose isn’t delivering the level of service you required. 

Care Plan: In consultation with you, the Approved Provider of your choice 
will develop a care plan for you. You can have a family member, representative 
or friend involved in this process. The Care Plan outlines your care needs and 
details what service you will be able to access to remain living at home. 

Care Recipient: This refers to the person receiving the care and support. 

12.
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Commonwealth Home Support Programme: If you are an older person who 
needs a little bit of help at home, you might be eligible for the 
Commonwealth Home Support Programme (CHSP). The Programme gives 
you access to a specific service at a subsidised rate, e.g. cleaning for $10 
an hour. You need to go through the same ACAS/ACAT assessment that 
you would to be assessed for a Home Care Package to be assessed for 
CHSP. 

Consumer Directed Care (CDC): This is a way of delivering services 
that allows consumers to have greater control of their own lives by 
allowing them to make choices about the type of care and services they 
have access to and who delivers them. Under the CDC approach, consumers 
are encouraged to identify their goals and decide the level of involvement 
they wish to have in hiring and scheduling them. 

Dementia and Cognition Supplement: This is an amount paid on top of your 
basic Home Care Package subsidy if you are someone who has 
moderate to severe cognitive impairment from dementia or other conditions. 

Enteral Feeding Supplement: This is an amount paid on top of your basic 
Home Care Package subsidy, if you are someone who receives enteral 
feeding. The aim is to support people who have a medical need for enteral 
feeding. 

Hardship Supplement: If you are someone who is facing genuine financial 
hardship you may be eligible for this supplement. If you are unable to pay 
your Basic Daily Fee or Income Tested Fee because of circumstances 
beyond your control the government may contribute to the fees to your 
Provider on your behalf. 
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Home Care Package: This is funding from the government for care 
and support services and equipment to keep older Australians living at 
home for as long as possible. Depending on the level of care you are 
assessed for (1-4) your Provider will receive a fixed amount of money per 
day to provide the services you need. The level of funding you receive 
depends on an assessment done by an ACAT/ACAS team who will base 
this decision on your care needs. 

Income Tested Fee: Depending on your income you may be required to 
contribute to your Home Care Package. This contribution is called the 
‘Income Tested Fee’ and is calculated by an assessment of your income 
from the Services Australia. If you are on the full-pension you will not be 
charged an Income Tested Fee. But if you are a self-funded retiree or on 
the part pension it’s worth doing the Fee Estimator on the My Aged Care 
website to estimate what you might be required to contribute. If the 
assessment deems that your required to pay this, it is mandatory for any 
Approved Provider you choose to charge it, they are not able to waive 
this fee. It’s worth noting that If you have a spouse, your income will be 
combined and divided by two. 

Individualised Budget: Every Home Care Package requires an individualised 
budget to be prepared. This should be made in consultation between 
yourself and your Provider and reflect the Care Plan you have created. 

Leave from your Home Care Package: A person receiving home care is able 
to take leave from Home Care Package for any reason. How this affects 
subsidies and fees depends on the type of leave they take, how long the 
leave is for and when they entered home care. 

A person can take leave from their Home Care Package for: 

• a hospital stay
• transition care — this may follow a hospital stay
• residential respite
• social reasons (this includes any other reason)

If you take leave from your Home Care Package, for up to 28 days in a row, the 
Government continues to pay the full including any supplements that apply. 
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After 28 days, The subsidy: 
• is payable at 25% of the basic subsidy rate
• does not include any primary supplement

If you would like more information about Leave from a Home Care Package, 
simply give us a call on 1300 992 639 to discuss.  

My Aged Care: This is the starting point to access government funded 
aged care services. If you would like to apply for a Home Care Package, this is 
where you start. Their website is: https://www.myagedcare.gov.au/ and their 
phone number is 1800 200 422. 

Monthly Activity Statement: Each month you should receive a statement 
from your Approved Provider detailing the funds received and spent 
that month. This will include: your Home Care Package subsidy, 
supplements, any contributions by you, funds that have been spent and 
where, and the balance of any unspent funds. 

National Waitlist: After your approval for a Home Care Package you will be 
placed on a national waitlist until a package becomes available for you. 

Your place in the queue will depend on things like; your 
personal needs, circumstances, the time you’ve been waiting and the level 
you require. The waitlist is quite long, which is why it’s important to get 
assessed early. 

Oxygen Supplement: This is an amount paid on top of your basic 
Home Care Package subsidy if you are someone who has the medical 
need for continual oxygen therapy. 

Personal Care: This refers to assistance with personal hygiene, washing, 
showering, bathing, dressing, feeding and toileting. 

Re-Assessment: If your needs or circumstances change significantly over 
time, you may be re-assessed to identify changes required to your existing 
support plan. 
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Referral Code: This is a 1- number that will allow your chosen Provider to 
trigger your Home Care Package funding. Your referral code also 
provides access to your assessment documents which will help a Provider 
determine if they are able to cater to your specified care needs. The 
Referral Code will be on the letter you receive from My Aged Care 
notifying you that your Home Care Package has become available. If you 
are switching Providers, you will need to call My Aged Care (1800 200 422) 
and get your previous Referral Code reactivated, so your new Provider will be 
able to accept it. 

Respite Care: These services are designed to give Carers a break from their 
caring role and can be arranged for planned breaks, regular weekly 
breaks, short holidays or emergencies. This can either be at your home, a 
day centre or a residential care facility. 

Service Provider: This is who delivers your care services. Some Approved 
Providers will do both - be an Approved Provider and have their own 
care and support staff. Alternatively, an Approved Provider may broker 
your services to various Service Providers that they have agreements with, 
allowing you to choose from their list. 

Viability Supplement: This is an amount paid to your Home Care Package 
Provider if you are someone who lives in a rural or remote area. 

Veterans’ Supplement: This is an amount paid on top of your basic 
Home Care Package subsidy if you are a veteran or someone with a 
service-related mental health condition. 
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Thanks for Reading
We hope you’ve found this Handbook helpful and you feel like you’ve 
learned something new. 

At Just Home Care Packages we are really passionate about empowering 
older Australians to live their lives the way they want to. 

That means giving you transparent and clear information and all the 
industry knowledge you need, to make the best possible decision when 
it comes to your individual situation. 

We understand that everyone is different and we will cater our 
conversations, guidance and services to you specifically.  

Of course, this is simply a Handbook, so if you have any questions about 
your individual situation – please feel free to give us a call. 

Our friendly Care Experts have years of experience helping to navigate the 
Home Care Package process and answering any questions you may have. 

We look forward to hearing from you. 

The Just Home Care Packages Team 
1300 992 639
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