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The EMR sector development team is supported by the Australian Government Department of Health, Disability and Ageing.

Visit the Department of Health, Disability and Ageing website (http://www.health.gov.au/) for more information.
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* This presentation has been prepared for informational and educational
purposes only. The content is based on sources publicly available as of the
date of preparation, including the Aged Care Act 2024, Aged Care Rules 2025
(final draft), the Commonwealth Home Support Program (CHSP) Manual and
relevant Australian legislation

We are not legal practitioners and do not provide legal advice. Nothing in this
presentation should be relied upon as a substitute for professional legal
advice

We strongly recommend that providers seek their own independent legal
advice regarding compliance with the Aged Care Act, Aged Care Rules,
Australian Consumer Law, Contract Law and other applicable legislation
relevant to their operations
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New obligations for providers

» Strengthened Quality
Standards

New rules re Complaints and
Feedback

New record retention
obligations

Service Agreements

New Worker Screening and ....

Questions

* What does the service agreement need

to include?

‘ * How long should it be?

* What information can be provided
separately in a Welcome Pack or Client

Handbook

e and more.......
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CHSP Service
Agreements:
New
Requirements
from 1 July
2025

Foundation for CHSP service agreements

Mandated content under Aged Care Act &

Rules

Alignment with relevant Australian laws

Checklist and resources




e Aged Care Act 2024 — Section 148(c)

e Aged Care Rules 2025 — Sections 148-65 and 148-70

e Australian Contract .
e Australian Consumer law
law
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Offer

Presentation of
agreement terms to
the client

Documented

Agreement in writing
for clarity

Acceptance

Client's agreement
to the presented
terms

Competence

Client's
understanding of the
agreement terms.

Intention

Payment of fees for
the services
provided

Compliance

Laws and
regulations




Contract terms Informed Consent Cooling-off Periods

Prohibits unfair contract Consumers must give Allows cooling-off periods
terms informed consent

Service Descriptions Fee Transparency Consumer Rights

Safe, fit-for-purpose, and
delivered-with-care
services

requires accurate Mandates transparent
descriptions pricing

Dispute Resolution Unconscionable
Conduct

Internal and external
dispute resolution Prohibits unconscionable
pathways conduct,
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Agreement in
Place

The agreement must

be finalised before
the start day or
within 28 days

) )

Individual
Involvement

The individual must

be actively involved

in the development
process

DD )

Supporter
Participation

Supporters or
advocates can
participate in the
process if client
agrees

Clarity &
Understanding

Plain language
should be used to
ensure clarity and

understanding

eastern

Sector
development
Leam

Coooect - Juooen » verete



Annual Review

Mandatory every 12 months

New Regulations 0 f‘_ Client Request
= | = Necessary forlegal compliance, % Provides clients with the
ensuring the Service Agreement ability to address specific
with current laws concerns or needs.

(Legal advice recommended)

M A
y) % utual Agreement

%, Allows changes based on
"l consensus, ensuring both
parties are satisfied
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] the name of the individual
] the contact details of the individual

O the name of the provider

O the contact details of the provider

O the contact details of the supporters of the individual (if any)
L a copy of the individual’s access approval

O the date when the service agreement commences

O the start day for the individual

O the date when the service agreement ends (for short-term services)

O the date the service agreement is to be reviewed (for ongoing services)
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[ how the individual will be involved in decisions

O by whom funded aged care services will delivered to the individual
(provider/associated provider)

L which services will be delivered by the associated provider

O the name of each service as specified in the Service List
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must contain a statement that the individual agrees to pay any applicable fees
(CHSP specific requirement)

prices the provider will charge
financial hardship arrangements
contract variations

Prices change statement that that the prices may be subject to regular price
increases to account for indexation and the details of such increases, including:
o the date the prices willincrease; and
o the method for working out the increase; and

o thereason
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O when and how the provider may cease delivery of funded aged care
services

O how and when the service agreement may be terminated
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Cooling-off period
14-day period before start day

Refun
Refund
during c

if cancelled

No unfair terms

No unfair or discriminatory terms
allowed.

¥
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Statement of Aged Care Rights

Code of Conduct

Organisational Privacy Policy & privacy clause/s including sharing
#AC with DEX (organisational policy) including disposal of personal
information

Complaints & Feedback (organisational policy and process)
Client Contributions and Cancellation Policy

No-show circumstances
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Service Agreement

) Plan
+ CHSP Service Agreement Update

Template onboardi Service Agreements
« Consider legal advice nboarding rollout for Existing

Processes Clients

* Revise onboarding « A plan for annual

processes to align with Create reviews to monitor
Train Staff new standards Accessible progress and
Documentation compliance
 Training on new requirements
« Communication scripts * Ensure documentation that is
 Negotiation skills easily accessible and

understandable
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Service
Agreement
Rollout/ Revision

* Plan reviews/rollout
of the Service
Agreements for

-~ current CHSP clients

e

Client
Engagement

* Engage clients

* Clear communication
scripts

* Well trained staff

Monitor for fu
regulatory upda
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* Contract Management webinar by Russell Kennedy recording

* Aged Care Rules 2025; 148-60, 65, 70; Chapter 1, Part 2, Div 1, sub-
section 11-A-5(3) & (4)

* Aged Care Act 2024; 148C
* The Data Exchange Protocols for CHSP, 5.2.3-5.6
e Support at Home program manual (version 3)

* Home care services | ACCC

* Minister for Aged Care & Seniors Statement
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https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Frussellkennedylawyers.sharefile.com%2Fd-s80a97595099a4080a464e04cfdd53458&data=05%7C02%7Cesdt%40each.com.au%7C301faef5277a4df49ea908dda088ad53%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638843231114363979%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=%2FxaZSyxLg67nYiWoYfE6xDy5FalygdEnh7ZB09mG78Q%3D&reserved=0
https://www.health.gov.au/sites/default/files/2025-07/final-draft-of-the-new-aged-care-rules.pdf
https://www.health.gov.au/sites/default/files/2025-07/final-draft-of-the-new-aged-care-rules.pdf
file:///C:/Users/Anna.Makedonskaya/Downloads/C2024A00104REC01.pdf
file:///C:/Users/Anna.Makedonskaya/Downloads/C2024A00104REC01.pdf
https://dex.dss.gov.au/sites/default/files/documents/2025-06/2541-chsp-dex-protocols-july.pdf
https://dex.dss.gov.au/sites/default/files/documents/2025-06/2541-chsp-dex-protocols-july.pdf
https://www.health.gov.au/resources/publications/support-at-home-program-manual-version-3-a-guide-for-registered-providers?language=en
https://www.health.gov.au/resources/publications/support-at-home-program-manual-version-3-a-guide-for-registered-providers?language=en
https://www.accc.gov.au/consumers/specific-products-and-activities/home-care-services
https://www.accc.gov.au/consumers/specific-products-and-activities/home-care-services
https://www.health.gov.au/sites/default/files/2025-06/statement-of-expectations-to-the-aged-care-quality-and-safety-commission.pdf
https://www.health.gov.au/sites/default/files/2025-06/statement-of-expectations-to-the-aged-care-quality-and-safety-commission.pdf
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the name of the individual

the contact details of the individual

the name of the provider

the contact details of the provider

the contact details of the supporters of the
individual (if any)

a copy of the individual’s access approval

the date when the service agreement
commences

the start day for the individual

the date when the service agreement ends (for
short-term services)

the date the service agreementis to be reviewed
(for ongoing services)

how the individual will be involved in decisions
by whom funded aged care services will delivered
to the individual (provider/associated provider)
which services will be delivered by the
associated provider

the name of each service as specified in the
Service List
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must contain a statement that the individual
agrees to pay any applicable fees (CHSP specific
requirement)
prices the provider will charge
financial hardship arrangements
statement that that the prices may be subject to
regular price increases to account for indexation
and the details of such increases, including:

o the date the prices willincrease; and

o the method for working out the increase;

and

o thereason
when and how the provider may cease delivery of
funded aged care services
how and when the service agreement may be
terminated
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Support at Home - Template for service

agreements

Support at Home — Guidance for providers on

service agreements | Australian Government

Department of Health, Disability and Ageing

Support at Home — Checklist for providers on

service agreements | Australian Government

Department of Health, Disability and Ageing

Support at Home — Key messaging for older

people on service agreements | Australian

Government Department of Health, Disability
and Ageing

Support at Home:
Template for service
agreements
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https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fsites%2Fdefault%2Ffiles%2F2025-08%2Fsupport-at-home-template-for-service-agreements_0.pdf&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093872274%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=RpAnWqqb8%2BX5JIDmUqo95jjFwDFfaVZHxN3KVuk%2FtkI%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fsites%2Fdefault%2Ffiles%2F2025-08%2Fsupport-at-home-template-for-service-agreements_0.pdf&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093872274%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=RpAnWqqb8%2BX5JIDmUqo95jjFwDFfaVZHxN3KVuk%2FtkI%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fsites%2Fdefault%2Ffiles%2F2025-08%2Fsupport-at-home-template-for-service-agreements_0.pdf&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093872274%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=RpAnWqqb8%2BX5JIDmUqo95jjFwDFfaVZHxN3KVuk%2FtkI%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fsites%2Fdefault%2Ffiles%2F2025-08%2Fsupport-at-home-template-for-service-agreements_0.pdf&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093872274%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=RpAnWqqb8%2BX5JIDmUqo95jjFwDFfaVZHxN3KVuk%2FtkI%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fsites%2Fdefault%2Ffiles%2F2025-08%2Fsupport-at-home-template-for-service-agreements_0.pdf&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093872274%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=RpAnWqqb8%2BX5JIDmUqo95jjFwDFfaVZHxN3KVuk%2FtkI%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fsites%2Fdefault%2Ffiles%2F2025-08%2Fsupport-at-home-template-for-service-agreements_0.pdf&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093872274%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=RpAnWqqb8%2BX5JIDmUqo95jjFwDFfaVZHxN3KVuk%2FtkI%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fresources%2Fpublications%2Fsupport-at-home-guidance-for-providers-on-service-agreements%3Flanguage%3Den&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093909060%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=JOmuCeVPpJe%2FI39j6BOmADEQX6BdJMXow2QgU6DvnLY%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fresources%2Fpublications%2Fsupport-at-home-guidance-for-providers-on-service-agreements%3Flanguage%3Den&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093909060%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=JOmuCeVPpJe%2FI39j6BOmADEQX6BdJMXow2QgU6DvnLY%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fresources%2Fpublications%2Fsupport-at-home-guidance-for-providers-on-service-agreements%3Flanguage%3Den&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093909060%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=JOmuCeVPpJe%2FI39j6BOmADEQX6BdJMXow2QgU6DvnLY%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fresources%2Fpublications%2Fsupport-at-home-guidance-for-providers-on-service-agreements%3Flanguage%3Den&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093909060%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=JOmuCeVPpJe%2FI39j6BOmADEQX6BdJMXow2QgU6DvnLY%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fresources%2Fpublications%2Fsupport-at-home-guidance-for-providers-on-service-agreements%3Flanguage%3Den&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093909060%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=JOmuCeVPpJe%2FI39j6BOmADEQX6BdJMXow2QgU6DvnLY%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fresources%2Fpublications%2Fsupport-at-home-guidance-for-providers-on-service-agreements%3Flanguage%3Den&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093909060%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=JOmuCeVPpJe%2FI39j6BOmADEQX6BdJMXow2QgU6DvnLY%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fresources%2Fpublications%2Fsupport-at-home-checklist-for-providers-on-service-agreements%3Flanguage%3Den&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093929329%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=SoDHinnPMZR10ygPf9I%2BF%2FsT5TgUpuO5CvDRba8MZl8%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fresources%2Fpublications%2Fsupport-at-home-checklist-for-providers-on-service-agreements%3Flanguage%3Den&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093929329%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=SoDHinnPMZR10ygPf9I%2BF%2FsT5TgUpuO5CvDRba8MZl8%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fresources%2Fpublications%2Fsupport-at-home-checklist-for-providers-on-service-agreements%3Flanguage%3Den&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093929329%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=SoDHinnPMZR10ygPf9I%2BF%2FsT5TgUpuO5CvDRba8MZl8%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.health.gov.au%2Fresources%2Fpublications%2Fsupport-at-home-checklist-for-providers-on-service-agreements%3Flanguage%3Den&data=05%7C02%7Clisa.dean%40each.com.au%7Cd13d5ca8f7fb4021594408ddda10d9e3%7Cabd12378691b45189e57f732ab1923ad%7C0%7C0%7C638906488093929329%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=SoDHinnPMZR10ygPf9I%2BF%2FsT5TgUpuO5CvDRba8MZl8%3D&reserved=0
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