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Introduction

This booklet aims to help older people, families and carers
understand the process for moving into an aged care home.
It outlines five steps to follow and what to do at each step.
The five steps are:
1. Assessing eligibility
2. Finding an aged care home
3. Fees and charges
4. Applying to an aged care home
5. Living in an aged care home.
Information is current from 1 July 2014.
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Moving into an aged care home may often be a difficult and
emotional decision. It can be a decision made in a time of
stress and high emotion. Many times it comes with a longing
for the past and a fear of the future. It can be a challenging and
emotional decision for the person moving as well as their family,
friends and carers.
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What is residential aged care?
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Residential aged care is for older people who for a variety of
reasons can no longer live at home. Those reasons can include
illness, disability, bereavement, an emergency, the changing
needs of their carer, family or friends, or because it is no longer
possible to manage at home without help.
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Australia’s aged care system aims to ensure that all older people
receive support and quality care when they need it.
Living or staying in an aged care home is all about making sure
that you receive the care that you need, whether you just need
help with day to day tasks, assistance with personal care,
or 24-hour nursing care. Aged care homes are owned and
operated by people or organisations that have the approval
of the Australian Government to care for you.
Residential aged care can be offered as either permanent or
short-term care. Short-term care in an aged care home is called
residential respite care.
“When I moved into an aged care home I didn’t
know what to expect, but everyone here is very
kind. I never have to worry about what will happen
tomorrow because everything is sorted out for me.
I’ve also made a lot of new friends since moving
here which is wonderful.” Flo

www.myaged care.gov.au

Aged care homes can help you with:
• day-to-day tasks (such as cleaning, cooking, laundry)
• p
 ersonal care (such as dressing, grooming, going to
the toilet)
• 24-hour care under the supervision of a registered nurse
or
• a
 ccessing a variety of additional services such as
physiotherapy (exercises, mobility, strength and balance)
or podiatry (foot care).
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What types of care and services are available?

If you or the person you care for needs less care than that
offered by aged care homes you may wish to consider
independent living units or retirement villages. These residential
communities offer a range of services for independent older
people, and are regulated by state and territory governments.
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What short-term care is available?
If you are caring for someone who still lives in their own home,
you may occasionally need to take a short break. This could
involve anything from a few days to a few weeks off to attend a
wedding or other event, to go on a holiday or to just generally
take some time for you. You may also need help if you are unwell
or unable to provide care for any other reason.
If the person you care for needs help on a day-to-day basis, they
may need to have a short stay in an aged care home while you
have a break. This is called residential respite care and can
happen on a planned or emergency basis. Once you are back
from your break, the person you care for will also return home.
Residential respite care is also available in aged care homes
approved for extra service places. Extra service places provide
a significantly higher standard of accommodation, food and
services to care recipients. Respite residents will be required to
pay any extra service costs to access those places.
The person you care for may be eligible to access residential
respite care for up to 63 days each financial year. This time can
be extended in lots of 21 days if an Aged Care Assessment
Team (ACAT) assessment finds that this extra time is necessary.
The availability of services varies from region to region, and the
assessment of the person you care for will determine their needs
in line with what help is available in your area.
If you need emergency respite care, phone your local
Commonwealth Respite and Carelink Centre on 1800 052 222
during business hours or 1800 059 059 outside business hours.
“I look after myself as best as I can but it’s comforting
to know there’s help out there if I need it short term or
long term.” Athol
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The Australian Government recognises that people have a diverse
range of backgrounds and experiences across our community.
Many programmes and services are available to support people
of all backgrounds to access the help they need. If you’re an older
person, or you care for an older person, you may have certain
needs specific to your background. The Australian Government
provides aged care services for all members of the community and,
depending on your circumstances, there may be services that cater
specially for you.
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What help is available for people with
diverse needs?

There are programmes and information for Aboriginal and/or Torres
Strait Islander people; people from culturally or linguistically diverse
backgrounds; people who are lesbian, gay, bisexual, transgender
and intersex; or Care-Leavers to help make living and caring easier.
Tailored support is also offered to older veterans, older people who
are financially disadvantaged, people living with a disability and
those living away from large towns.
For assistance call My Aged Care on 1800 200 422 or
visit myagedcare.gov.au.
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Step 1: Are you eligible?
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If you are considering moving into an aged care home, you
will first need an assessment with a member of an Aged Care
Assessment Team (ACAT, or ACAS in Victoria). A member of an
ACAT will talk to you about your current situation and help you
work out what your options are.
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It is important to know that your needs will always be listened
to and considered, and you do not need to make any decisions
about your future during your assessment.
You are also welcome to have someone else—perhaps a friend,
family member or your carer—accompany you for extra support.

What does an ACAT do?
An ACAT can, with your consent:
• assess eligibility for entry into an aged care home
• g
 ive you information about aged care homes and
home care services in your area
• help you access the care you require
• h
 elp you arrange residential respite care if this is what
you require
• a
 ssess your eligibility for home care to help you continue
living at home or refer you to other services that will help
you to continue living at home.

www.myaged care.gov.au

ACATs cover all of Australia and are based in hospitals or
in the local community. To find your local ACAT or for more
information about ACAT assessments, call 1800 200 422 or
visit myagedcare.gov.au.

Does the assessment cost anything?
ACAT assessments are funded by the Australian Government to
provide free assessments to determine eligibility for Australian
Government subsidised aged care services.
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How do you find a local ACAT?
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What happens at an ACAT assessment?
A member of your local ACAT (usually a doctor, nurse, social
worker or other health care professional) will make a time to
come to your home (or the hospital, if you’re currently in hospital)
and talk to you about how well you are managing day-to-day.
The ACAT will explain the assessment process and let you know
how your personal information will be protected.

After the ACAT assessment
Once you have completed the ACAT assessment, you will
receive a letter to let you know if you have been approved as
eligible for Australian Government subsidised aged care services.
Your letter will tell you what type of services you are eligible for
and approved to receive, as well as the reasons why.
You should keep a copy of your letter because you will need to
show this record to organisations to confirm that you are eligible
to receive Australian Government subsidised aged
care services.
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What if you have a concern about the
ACAT assessment?
In some cases, you may have concerns about the assessment
outcome or the service you received during the assessment
process. You have the right to raise these concerns.

If you and your ACAT cannot come to an agreement, you can
raise your concern with the relevant state or territory government.
ACATs are employed by state and territory governments, so the
teams are covered by their government’s complaints procedures.

What if you’re not happy with the result of the
ACAT assessment?
If you think the assessment outcome or decision should be
changed and you are unable to resolve your concerns with
your ACAT, you, or someone acting on your behalf, has the right
to appeal the decision and can write to the Secretary of the
Australian Government Department of Social Services and tell
them why you think it should be changed.
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Every ACAT has procedures in place to work through any
concerns you might have. You should first talk to your ACAT
about your concerns and see if they can help. It often works
best if you, or the person representing you, talk directly to the
team leader to sort out any problems. They are there to help
you and will listen to your concerns.

You must write to the Secretary within 28 days of receiving your
letter from the ACAT. Your letter from the ACAT will contain
further information on how you can appeal.
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Step 2: Finding an aged care home
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The best way to find a place that suits you is to visit a few
different homes. Each home is different, so visiting them will
help you to find out what you can expect. You’ll also be able
to see what the accommodation is like, and what types of
care, services and activities they offer.
Use the My Aged Care Aged Care Homes Finder to look for
homes in the area you would like to live and contact them to
arrange a time to visit. You can get more information on the
Aged Care Homes Finder by calling 1800 200 422* or
visiting myagedcare.gov.au.

My Aged Care
My Aged Care is a website and contact centre, set up by the
Australian Government to help you navigate the aged care system.
Through My Aged Care, you can find out what you need to know
to start planning and talking about aged care with your family
and loved ones.
My Aged Care can help you with:
• locating services in your area
• up-to-date information on aged care
• finding your way through the My Aged Care website
• referrals to assessment services
• information about carer support services
• estimating the fees you may be required to pay
• obtaining copies of publications such as this one.
You can nominate a representative, such as your partner,
carer or family member to call My Aged Care for you.
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If you are deaf or have a hearing or speech impairment, we can
help through the National Relay Service. Call 1800 555 677*
and ask for 1800 200 422*.
If you need an interpreter, we can help through the Translating and
Interpreting Service. Call 131 450 and ask for 1800 200 422*.
*Calls to 1800 numbers are free from fixed lines; however,
calls from mobiles may be charged by your provider.
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You can call My Aged Care on 1800 200 422* Monday to Friday,
8 am to 8 pm local time (closed on national public holidays)
and on Saturdays, 10 am to 2 pm (local time) or
visit myagedcare.gov.au.

“My Aged Care is such a helpful website and contact
centre. You can find out what aged care homes are in
your area and if they are accredited. I also think it’s
important to research the philosophy of the company
that own the aged care home older people and their
families are considering.” Barbara, nurse manager
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Which aged care home is right for me?
Before you visit any aged care homes, it’s a good idea to make
a list of the types of care you need and the things that are
important to you in a home. Your ACAT assessment should
list your care needs. You may want to have your letter from the
ACAT with you, as some homes will want to know what care
you need based on your personal situation. Talk to your family
members or carer to make sure you have thought of everything,
and ask them about their needs too, so they can support you in
your new home.
You may also want to think about your physical, spiritual, social
and emotional care needs, to make sure an aged care home is
right for you. You may want to consider the following questions
when you are choosing an aged care home:
• D
 o you need help with everyday tasks such as dressing,
using the toilet, bathing or moving around your home?
• W
 hat training do the care staff have (are there registered
nurses, enrolled nurses or trained carers employed)?
How many staff provide care overnight?
• W
 hat arrangements are there to ensure privacy
for residents?
• W
 hat are the meal arrangements - seating, meal times,
menus, visitors, meals in your room and special diets?
• C
 an the home meet your special needs (including language
and culture, religious observances, pets and access to
medical visits)?
• H
 ow are social and cultural activities decided?
Are residents’ interests taken into account?
• H
 ow can family and friends be involved in care?
Can they stay overnight if needed?
• W
 hat transport can you access for visiting shops,
friends and family?
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• D
 o you need services such as podiatry (foot care),
physiotherapy (exercise, mobility, strength and balance) or
speech therapy (communicating, swallowing or eating)?
• W
 hat type of care services cannot be provided and at
what cost? How would you be advised of this?
As you visit each home, you may also want to make some
notes about what you like, what you don’t like and whether you
feel comfortable there. Your impressions of the staff and the
environment will help you to make a decision about which home
is right for you.
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• C
 an the home meet your medical needs such as
assistance with medication, wound or catheter care?

“I had a clear idea about what kind of aged care home
was going to be right for me. I checked around and
found a place that was a hundred per cent of what
I was looking for.” Sam
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Step 3: What do you need to pay?
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The Australian Government pays for the bulk of aged care in
Australia. But, as with all aged care services, it is expected you
will contribute to the cost of your care if you can afford to do so.
You will never be denied the care you need because you can’t
afford it.
When moving into an aged care home you may be asked to pay
towards your care, accommodation and daily living costs.
How much you pay depends on your financial situation.
There are strong protections in place to make sure that care
is affordable for everyone. The Australian Government sets the
maximum fees for care and daily living expenses, and there
are also rules about how much you can be asked to pay for
your accommodation.
If you are required to pay an accommodation contribution or an
accommodation payment, you will have 28 days from the day
you entered an aged care home to decide on your payment
method. You can choose to pay your accommodation costs by
a lump-sum, rental-type payments, or a combination of both.
What you will pay will be set out in a Resident Agreement
between you and your aged care provider.

What types of costs are there?
The information in this section covers aged care home costs from
1 July 2014. For information on the previous fees and charges
effective up until 30 June 2014, visit myagedcare.gov.au.
You may be asked to pay one or more of the following in
residential care.
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• A
 basic daily fee. This covers living costs such as meals,
power and laundry. For some people this is the only fee
they are required to pay.

• A
 n accommodation payment. This is for your
accommodation in the home. Some people will have
their accommodation costs met in full or part by the
Australian Government, while others will need to pay the
accommodation price agreed with the aged care home.
Centrelink will advise you which applies to you based on
an assessment of your income and assets.
• F
 ees for extra or additional optional services.
Additional fees may apply if you choose a higher standard
of accommodation or additional services. These vary from
home to home. Your aged care provider can provide you
with details of these services and the fees that apply.
There are annual and lifetime caps in place to limit the amount
of the means-tested care fee you will need to pay.
You can call My Aged Care on 1800 200 422 to help you
estimate the fees and charges you may have to pay towards
your residential aged care. Before you call you should have your
financial information ready, especially details of your various
forms of income and assets. The My Aged Care website also
has a fee estimator that you can use to estimate your fees.

Five steps to entry into an aged care home

• A
 means-tested care fee. This is an additional
contribution towards the cost of care that some people
may be required to pay. The Department of Human
Services (Centrelink) or Department of Veterans’ Affairs
(DVA) will work out if you are required to pay this fee based
on an assessment of your income and assets, and will
advise you of the amount.

When you move into an aged care home, you will negotiate an
agreement that will set out the fees and charges you will be
asked to pay.

My Aged Care 1800 200 422

19

Five steps to entry into an aged care home

Residential respite care
If you receive residential respite care through an aged care
home, you won’t have to pay an accommodation payment,
or any means-tested care fees.
You can expect to be asked to pay a basic daily fee and
perhaps a booking fee.
The booking fee is a prepayment of residential respite care fees
and not an extra payment. The booking fee cannot be more than
either a full week’s basic daily fee, or 25% of the fee for the entire
stay, depending on which amount is the lowest.
Residential respite care may be available for up to 63 days each
financial year. This time can be extended in lots of 21 days if the
ACAT assessment finds that this extra time is necessary.
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Financial information and education

Financial assistance
If you believe you would face financial hardship in paying the
required fees and payments, you can ask to be considered for
financial hardship assistance. Each case is considered on an
individual basis.
Depending on your personal situation, you may apply for
financial assistance with:
• your basic daily fees and means-tested care fees and/or
• your accommodation payment.
To obtain a hardship application form or for more information on
fees and charges or financial assistance, call My Aged Care on
1800 200 422 or visit myagedcare.gov.au.
“As I got older my eyesight deteriorated quite badly
so being cared for when you need it is so reassuring.
I am lucky that I don’t have any worries and if I have
any concerns I can ask staff who are always willing
to be of assistance. I am very fortunate actually.” Flo
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If you want to find basic information about managing your
finances, you can use Centrelink’s free Financial Information
Service. This confidential service can help you make informed
decisions about investment and financial issues for your current
and future needs. For more information about the Financial
Information Service, contact Centrelink on 132 300.
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Step 4: How do you apply for an aged
care home?
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You can apply to as many homes as you like. When a place
becomes available, the aged care home will contact you or your
nominated contact person.
After accepting a place, make sure you let the other aged care
homes know that you have found somewhere you like, to ensure
that they no longer need to keep your application open.

Filling in an application form
You will need to apply to any aged care homes you are
interested in. Some homes will have their own application
process and may ask you to fill in their forms.
Talk to the homes and find out what process they have and what
information they will need.
For assistance on how to apply for an aged care
home, call My Aged Care on 1800 200 422 or
visit myagedcare.gov.au.

Do I need to provide personal information?
Yes. This way, your future aged care home can understand your
specific care needs if a place becomes available.

Do I need to provide financial information to the
aged care home?
You do not need to provide any financial information to the aged care
home. However, to apply to have your fees and charges subsidised
by the Australian Government you will need to fill out the Permanent
Residential Aged Care - Request for a Combined Assets and
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You should apply for your income or asset assessment as soon
as possible. This will help ensure easier and more timely access
to entering residential aged care.
The assessment is valid for 120 days, but if your circumstances
change during that time, such as marital status, homeownership
or financial changes, it is important you notify Centrelink or DVA
(if applicable).
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Income Assessment form (SA457) and submit it to Centrelink or
the Department of Veterans’ Affairs (DVA) (this only applies if you
are receiving an income support payment through DVA).

To find out more about the assessment process, or to obtain
copies of the relevant form, call 1800 227 475 or visit
www.humanservices.gov.au/customer/forms/sa457
Further information on fees and charges can be found by
phoning My Aged Care on 1800 200 422* or by
visiting myagedcare.gov.au.

My Aged Care 1800 200 422
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Will my information be kept private?
All aged care homes are required to keep your information
private under state, territory and Commonwealth legislation.
You can expect the information you provide to an aged care
home will be treated sensitively.
If you want to access your personal information, you can contact
your aged care home at any time. By law, aged care homes
are required to manage your information according to certain
standards. Under both the Aged Care Act 1997 and the
Privacy Act 1988, you are entitled to access the information
that the aged care home collects from you. There are severe
penalties, including imprisonment, for people who misuse
personal information.
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Step 5: What is it like to live in an aged
care home?

You’ll get to decide what you want to do each day and have
control over your personal matters. Staff at the home will respect
your privacy, and your friends and family will be able to visit at
any time. And as long as your health allows, you’ll be able to go
on holidays, visit friends and come and go as you wish.
“I’ve been living at my aged care home for nine years
and I’m very happy here. You’ve always got people
you can talk to, and it’s so lovely to have a cup of tea
and share stories with friends every day.” Roma
You won’t lose the right to vote, or any other rights you enjoy
as a citizen. You also won’t lose the right to control your own
financial affairs and possessions.
As a resident of the home, you will be able to have a say in
your living arrangements or those of the home in general.
You will be expected to respect the rights and needs of other
people in the home, as they will be expected to respect yours.

My Aged Care 1800 200 422
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Each aged care home is different. There will be new routines,
new surroundings and new people all living together under one
roof. You may have help with many of the day-to-day tasks that
you’ve been used to doing for yourself, and there will be plenty
of social activities going on in your new home.
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Resident agreement
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Before you move in, an aged care home will offer you a
Resident Agreement covering things like services, fees, rights
and responsibilities, and when you could be asked to leave.
It’s a legal agreement between you and your aged care home.
Since the Resident Agreement is a legally binding document,
it’s important you understand everything in the document
before you sign. If you have any questions, you should ask your
new aged care home. It’s their responsibility to make sure the
agreement offered to you is clear.
“People need to ask for as much information as they
can when they are checking out aged care homes. It’s
important that they find out what the aged care home
provides, what the fees are, what they get in their
room, what care they will receive and how many carers
are employed at the home.” Barbara, Nurse Manager

Rights and responsibilities
No matter which aged care home you move into, your rights and
responsibilities will be the same as those of every other resident.
To make sure your rights and responsibilities are protected, there
is legislation that all aged care homes funded by the Australian
Government must follow.
The Charter of Residents’ Rights and Responsibilities will be
displayed in your aged care home, or you can ask your home
for a copy when they provide your Resident Agreement.
For assistance in understanding the Resident Agreement
or your rights and responsibilities, call My Aged Care on
1800 200 422 or visit myagedcare.gov.au.
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Even if you move into an aged care home, your family, friends or
carer are still a part of your life. If you like, they can speak with
the staff at your aged care home about how they can still help
out and continue to play a role in your care.
Your family, friends and carer may also need to talk to someone
about how they feel about their changed role in caring for you.
Carers Australia - the peak national body for carers, with a
network of carer associations in each state or territory - may be
able to help organise support. You can contact Carers Australia
on 1800 242 636 for more information.

My Aged Care 1800 200 422
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What about my family, friends or carer?
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How do I make a complaint?
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If you are concerned about the care or service you are receiving,
you have the right to raise your concern. You are encouraged to
raise the issue with your aged care home in the first instance, as
this can achieve a fast and effective outcome.
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If you are unable to resolve your concern directly with your aged
care home, you can contact the Aged Care Complaints Scheme
(the Scheme). The Scheme provides a free service for people to
raise concerns about the care and services they are receiving
through an Australian Government subsidised aged care service.
If your aged care home doesn’t provide acceptable care or
services, the Department of Social Services may issue the home
with a notice or a sanction that requires them to fix the problem.
For more information on how to make a complaint, call My Aged
Care on 1800 200 422 or visit myagedcare.gov.au.

www.myaged care.gov.au

Help list
• Do you need emergency or short-term respite care?
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Call 1800 052 222* during business hours, or
1800 059 059* after hours to discuss your needs.
• Are you someone with diverse needs?
There are programmes and information for Aboriginal
or Torres Strait Islander people; people from culturally
or linguistically diverse backgrounds; people who are
lesbian, gay, bisexual, transgender or intersex; care leavers
(adults who spent time in care while they were younger
than 18, such as foster care). Tailored support is also
offered to older veterans; older people who are financially
disadvantaged; people with a disability; or people living in
remote or rural areas. Please call 1800 200 422* to find
out what help is available to you.
• Are you eligible for residential aged care services?
Call 1800 200 422* or visit myagedcare.gov.au
to make contact with your local ACAT team who will
do an assessment to determine your needs.
• What if you’re not happy with the ACAT assessment?
In the first instance speak to the ACAT team about your
concerns, but if you can’t resolve the issue with them you
can write a letter (within 28 days of receiving your letter
from the ACAT) to:
	The Secretary
Department of Social Services
PO Box 7576
Canberra Business Centre ACT 2610
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• How can you find a suitable aged care home?
Call 1800 200 422* or visit myagedcare.gov.au
to find out what aged care homes are in your area.
• Once you have found a suitable aged care home, what next?
You will need to fill in an application form provided to you
by the aged care home you are interested in.

Call 1800 200 422* or visit myagedcare.gov.au
to help you estimate the fees and charges you may have
to pay for your residential aged care.
• Who will conduct an assessment of what you need to pay?
You will need to fill out a Residential Aged Care Combined
Assets and Income Assessment Form and then submit
it to Deparment of Human Services (Centrelink) or DVA.
To obtain a copy of the form call 1800 227 475* or visit
humanservices.gov.au/agedcare.
• D
 o you believe you would face financial hardship in
paying the required fees and payments?
To talk to someone about your circumstances and to obtain
a hardship application form call 1800 200 422* or visit
myagedcare.gov.au.
• Do you have a hearing or speech impairment?
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• What are the costs of moving into an aged care home?

Call the National Relay Service on 1800 555 677*
and ask for 1800 200 422*.
• Do you need an interpreter?
Call the Translating and Interpreting Service on
131 450 and ask for 1800 200 422*
*Calls to 1800 numbers are free from fixed lines, however
calls from mobiles may be charged by your provider.

My Aged Care 1800 200 422
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Checklist
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;; C
 ontact My Aged Care to discuss your
needs – call 1800 200 422* or visit
myagedcare.gov.au
;; A
 rrange an ACAT assessment by contacting
My Aged Care on 1800 200 422* or visit
myagedcare.gov.au to find your local team
;; F
 ind out what aged care homes are in
your area call 1800 200 422* or visit
myagedcare.gov.au
;; E
 stimate your fees and charges call
1800 200 422* or visit myagedcare.gov.au
;; S
 ubmit an application to the home or homes
of your choice (just ask for the aged care
home for the form) and fill out a Residential
Aged Care Combined Assets And Income
Assessment form and submit it to Centrelink
or DVA. For more information call
1800 200 422* or visit myagedcare.gov.au
;; B
 efore you move into an aged care home
make sure you understand and sign the
Resident Agreement and know your rights and
responsibilities. For more information call
1800 200 422* or visit myagedcare.gov.au
*Calls to 1800 numbers are free from fixed lines, however
calls from mobiles may be charged by your provider.
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