
1

Home Care Packages
Information Handbook

Intereach Aged Care Services



Who we are
For over 45 years, Intereach has been 
working throughout the Riverina-Murray 
region of NSW and northern Victoria to 
strengthen and support communities and to 
improve the social and personal wellbeing of 
children, families, older people and people 
with disability.

Our Purpose is to:
• Strengthen and improve social and 

personal wellbeing for individuals, 
families and communities;

• Promote and facilitate access, equality 
and social justice; and

• Deliver services locally that are of quality 
and have value.

Where we are located 
We have offices in Albury, Balranald, 
Bendigo, Cootamundra, Corowa, Deniliquin, 
Echuca, Finley, Gisborne, Griffith, 
Hay, Maryborough, Mildura, Seymour, 
Shepparton, Swan Hill and Wagga Wagga.

Our Values
Leadership 
We use our social influence to motivate 
others to reach their full potential.
Partnerships  
We work collectively with others toward a 
common goal of positive social and cultural 
change.
Social Justice 
We protect and promote human rights by 
recognising that all people are free and  
equal in dignity and rights.

Our Commitment to 
Supporting Diversity  
and Inclusion
We welcome and work with every person 
irrespective of gender or gender identity, 
age, Aboriginal and/or Torres Strait Islander 
identity, cultural background, country 
of birth, physical or intellectual abilities, 
religious or political beliefs, financial status, 
sexual identity, physical appearance and 
any other real or perceived differences.

Welcome  
to Intereach Aged Care Services

As you get older, sometimes you need a helping hand to stay independent. 
Intereach understands how important it is for you to stay living in your own home 

and to keep active in the local community. A range of support is available to 
people aged 65 and over, or 50 and over if you are Aboriginal or Torres Strait 

Islander, that is flexible, designed to suit you, and affordable.

Contact us: 
1300 488 226  
agedcare@intereach.com.au
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About your Intereach  
Home Care Package

You have received your Home Care 
Package from the Commonwealth 
Government following an assessment of 
your needs by the Aged Care Assessment 
Team/Service (ACAT/ACAS), who will have 
discussed with you the most suitable care 
and services in order to:
• Support you to be as independent as 

you can be;
• Help you stay in your own home as you 

get older, and;
• Make sure that you have the choice 

and flexibility in the way your services 
and supports are provided to you at 
home.

Understanding Your Needs
We work with you to understand you and 
your needs, so that services are designed 
and delivered to suit you.  
This handbook provides you with 
information about: 
• How Intereach will support you with 

your Home Care Package;
• What services are available under your 

Home Care Package;
• What your rights and responsibilities 

are as a Home Care Package 
consumer; and,

• The fees and charges which make up 
your Home Care Package budget.
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Initial Conversations
In getting to know you and your needs, our 
Aged Care team will organise a time to 
discuss with you to:
• Provide you with the necessary 

information you will need to get started;
• Provide you with an interpreter if 

required, if English is not your first 
language;

• Explain how Intereach Aged Care 
Service will work with you;

• Discuss your needs, strengths and 
what you would like to achieve;

• Provide an estimate of your Home Care 
Package budget and what services you 
can purchase;

• Provide you with a Support Plan which 
provides an overview of the types of 
services that are available to meet your 
needs;

• Explain our Home Care Package 
Service Agreement and what this 
means for you; and,

• Explain your rights and responsibilities 
regarding Home Care Packages, and 
those of Intereach as a provider of 
Home Care Package Services.

You’re welcome to speak with a family 
member, representative or seek legal advice 
throughout the consultation process.

Once you have completed the Home Care 
Package consultation process and have 
indicated you would like to proceed in 
choosing Intereach as your provider, you 
will receive a copy of the Service Agreement 
to complete and provide to us to start your 
Home Care Package.

Package Commencement
When the package commences, you will 
be allocated a Care Coordinator who will 
discuss with you and finalise your Budget 
and Support Plan. This is to ensure the 
most appropriate services are designed to 
meet your needs and Support Plan goals. 
Services can then start, with the Care 
Coordinator working with you to ensure 
services are timely, within budget and 
continue to meet your individual goals and 
needs.

Regular Reviews
It is important to review services as your 
needs and goals will change over time. A 
Care Coordinator will check in with you on 
a regular basis to review your Support Plan 
and service experience and will conduct an 
annual review of your Home Care Package, 
Support Plan and Budget. A review may 
also be required where your needs change 
or there is an increase in your Home Care 
Package funding level.

Your In-Home Folder
We also provide you with an Intereach 
Aged Care Services In-Home Folder. 
This is where you can keep copies of the 
documents which relate to your services, 
including your:
• Service Agreement;
• Home Care Package Budget;
• Support Plan;
• Intereach Service Consent Form;
• Intereach Information Exchange Consent 

Form;
• Charter of Aged Care Rights; and,
• Intereach Complaints and Feedback 

Brochure.

Supporting you with your  
Home Care Package
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The services you can access under a 
Home Care Package will depend on your 
needs. We work with you to understand 
you and your needs and identify your 
goals, including the most appropriate 
way to support you to live a more active 
and independent life.

You can choose to spend your Home 
Care Package funds on most types of 
services, support and equipment that 
relate to your care, health and wellbeing. 
Here are some common and some more 
individual and creative possibilities: 

Services provided 

Personal care services  
To help you maintain your personal hygiene and grooming 
standards. This can include:
• Help with bathing, showering, toileting;
• Help with dressing/undressing;
• Assistance with getting in and out of bed; 
• Help with washing and drying hair, shaving; and,
• Reminders to take your medication.

Domestic assistance 
To help you keep your home clean and livable. This can include:
• Help with making beds; 
• Help with ironing and laundry; and,
• Help with cleaning like dusting, vacuuming, and mopping.

Social support
Social support both individually and in groups is available to 
encourage you to take part in social and community activities that 
promote and protect your lifestyle, interests, and wellbeing.
These can include:
• Arranging for a visitor to make in-home social calls; 
• Providing a companion to accompany you on appointments 

(e.g. visiting your GP) and outings (e.g. shopping);
• Arranging social activities and providing or coordinating 

transport to social events;
• Someone to help set up phone and internet communication 

services to keep in touch with loved ones; and, 
• A Community Support Worker supporting you in your home for 

a short period of time (for example, when your carer is away 
or unavailable).
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Home maintenance and minor modifications
To increase or maintain your ability to move safely around your 
home. This can include:
• Installing easy access taps;
• Installing grab rails in the bath and/or shower; 
• Providing advice on areas of concern regarding the safety of 

your home; and,
• Light gardening – weeding, pruning, lawn mowing, minor 

garden maintenance, clearing debris.

Aids, equipment and assistive technology
Aids and equipment to help with mobility, communication, reading, 
and personal care limitations. This can include:
• Mobility aids like crutches, walkers, walking frames, walking 

sticks;
• Mechanical devices for lifting you in and out of bed;
• Bed rails; and,
• Aids like slide sheets, sheepskins, tri-pillows, 

pressure-relieving mattresses.

Leisure, interests and activities
Includes support to maintain social connections that promote and 
protect your lifestyle, interests and wellbeing.

Specialised support
These services are designed to help you manage particular 
conditions and maximise your independence at home. 
These can include:
• Continence advisory services – assessment for, providing, 

and assisting with continence aids such as disposable pads 
and absorbent aids, commode chairs, bedpans and urinals;

• Dementia advisory services;
• Vision and hearing services; and,
• Support for people from culturally and linguistically diverse 

backgrounds.

Food and nutrition
Services are designed to help you eat well. This can include:
• Help with meal preparation, including special diets for health, 

religious, cultural or other reasons (please note: the cost of 
individual food ingredients in meals that are prepared and 
delivered is not funded);

• Help with purchasing adaptive aids;
• Help with feeding (if necessary); and,
• Meal delivery services.
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Below are clinical services that an approved Home Care Package  
provider may provide:

Access to other health and related services
Includes referral to health practitioners or other related service 
providers.

Clinical care 
Nursing, allied health and therapy services such as speech 
therapy, podiatry, occupational or physiotherapy services; and 
other clinical services such as hearing and vision services.

• Day-to-day bills for food and alcohol;
• Entertainment;
• Purchase/replacement of household 

items and furnishings, provision of home 
modification and maintenance services 
that add capital value to your home;

• Rent or mortgage payments;

• Gambling;
• Utility bills;
• Things covered by Medicare or 

pharmaceutical benefits; 
• Holidays; and 
• Programs already funded or subsidised 

by the Australian Government.

There are some things you cannot spend package funds on. 
These include: 
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Your services are delivered to you in full or in part by Intereach or by a contractor we consider 
suitable and who meets our standard for quality. At Intereach our staff support you to reach 
your goals. We match each participant with friendly and experienced support professionals 
who recognise and understand your unique needs and expectations. The quality and integrity 
of our staff is ensured through comprehensive selection and training processes (including 
professional references and criminal record checks). 

Who will provide the service?

• Support you to develop and regularly review 
your Support Plan;

• Ensure the services in your Support Plan are 
working well for you;

• Work with you to regularly review services 
and ensure you are satisfied with your 
services; and,

• Work with your Community Support 
Workers to ensure services are delivered as 
described in your Support Plan.

Aged Care Services  
Care Coordinators 
Our Intereach Care Coordinators provide 
the following support and services:

• Provide you with a step-by-step overview of 
your Home Care Package at Intereach;

• Work with you to develop an initial Support 
Plan and initial Budget; and,

• Provide you with an overview of your Service 
Agreement.

Aged Care Links team 
Our Intereach Aged Care ‘Linkers’, as 
your first point of contact, will:

• Support your everyday independence and 
connection to your community;

• Respect and maintain your privacy; and,
• Work with you to ensure the smooth 

provision of services and identify if you 
require more support than you currently 
have.

Aged Care Services 
Community Support Workers 
Our Intereach Community Support 
Workers assist you in the following 
ways:

External Suppliers and 
Providers 
Intereach ensures that all authorised 
external providers and suppliers who 
provide services on our behalf, meet several 
quality requirements and provide a range of 
documentation (registration and licensing, 
insurance, and police checks) to ensure their 
services are safe and of quality.

If you would like to receive services from 
a provider not currently registered with 
Intereach, the provider will be required to 
supply the required documentation and 
complete the relevant processes prior to 
commencement. Intereach reserves the 
right to refuse to register a provider if these 
documents and processes are not able to be 
provided and completed as per Intereach’s 
Contracts Management process.
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The Intereach Aged Care Services team will be your contact for all your home care needs. 
They will work with you to create a personalised Support Plan to meet your individual needs 
and spend your Home Care Package funds on the services of your choice. Your Support Plan  
will be reviewed on an annual basis, and as your needs change over time.

Care management

What our team will do....

• Consult with you and get to know you.
• Review your package and Support Plan annually, and as required.
• Provide support and assistance to develop a plan which clearly identifies strategies, your 

choice of services, and the supports you require to achieve your goals and stay living 
independently at home.

• Provide full coordination of support services to meet your needs (both Intereach and  
externally-provided services).

• Provide referrals to allied health services as required.
• Coordinate home modification and equipment purchases including referral for assessment 

if required.
• Monitor all aspects of your Home Care Package funds and consider if you are eligible for 

any potential supplements.
• Provide you with monthly statements of income and expenditure.
• Provide you and/or your family with an annual review of your Home Care Package to 

ensure that an appropriate and agreed level of support is in place to meet your needs.

What you will need to do....
Inform the Care Coordinator if:

• You are on holidays, in respite or in hospital;
• You are not going to be home for a service;
• Your income tested care fee changes;
• You need more assistance, or would like to review your level of support; or
• You are thinking of moving your Home Care Package to another provider or you no longer 

require Home Care Package services from Intereach.
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Basic daily fee
The basic daily fee that Intereach may 
ask you to pay varies depending on your 
package level. To see the maximum fee 
that providers can charge for each package 
level, go to Home Care Package costs 
and fees at myagedcare.gov.au. However, 
this will be discussed and negotiated with 
you prior to the commencement of your 
package. This fee increases twice a year in 
line with the Age Pension. 

Participant contribution
If you want to contribute extra funds to your
package for further supports and services,
you can elect a top-up contribution to
increase the amount of money in your Home
Care Package.

Income-tested care fee
Services Australia calculates an income-
tested care fee based on an assessment 
of your financial situation. You will only 
be asked to pay an income-tested care 
fee if your yearly income is above the set 
thresholds. Intereach will invoice you on 
behalf of Services Australia. Any applicable 
fees will be invoiced in arrears at the end of 
each month.
Please note: People receiving a full pension 
are not required to pay an income-tested 
care fee, however a financial assessment is 
still required.

What fees are there?
We receive monthly subsidies from the Commonwealth Government - the amount we receive 
depends on your Home Care Package level. Your Home Care Package subsidy is paid directly 
to Intereach (only after services have occurred) and not into your bank account. Your package 
is not designed to cover the full costs of the support provided. Your home care provider may 
ask you to pay three types of fees as part of your Home Care Package Budget. Intereach will 
record these fees in your Service Agreement.
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Care Management Fee
This fee is deducted from your Home Care 
Package to cover the cost of providing you 
with care management and is a fixed amount 
that will be discussed when developing your 
Budget. 

Package Management Fee  
We deduct this fee from your Home Care 
Package to cover the ongoing administration 
and organisational activities associated with 
your package. 

Adjustment to charges and fees
Intereach’s Home Care Package Pricing 
Schedule is reviewed annually and is subject 
to change, at which time Intereach will 
provide four weeks’ notice of any changes to 
rates.

Travel Fee 
Where travel is included in the delivery of 
your service, a charge per kilometre will 
be applied. All fees associated with Care 
Management are shown in the Home Care 
Package Pricing Schedule.

What we charge



13

Temporary leave 
from your package

You may take temporary leave from your Home Care Package for a variety of reasons, such as 
for a hospital stay, transition care, to receive residential respite or to have social leave.
If you need to temporarily suspend your Home Care Package, you are required to advise us 
as soon as possible. We are able to place your services on hold without affecting your ongoing 
access to the package.

Type of leave Impact on payment of subsidy to provider

Hospital

• The Home Care subsidy is payable (at the full basic subsidy 
rate) for up to 28 consecutive days in a financial year, for each 
episode of hospitalisation or transition care at a particular 
package level.

Transition care • After 28 consecutive days, the subsidy is payable at 25 per 
cent of the basic subsidy rate.

Residential respite 
care

• The Home Care subsidy is payable (at the full basic subsidy 
rate) for up to 28 cumulative days in a financial year at a 
particular package level.

• After 28 cumulative days, the subsidy is payable at 25 per cent 
of the basic subsidy rate.

Social leave

You are entitled to take up to 28 days of social leave from your 
Home Care Package in a financial year. The Government will 
continue to pay the full basic subsidy and any supplements that 
apply. The leave days do not have to be taken in a row.

If more than 28 days of social leave are taken within a financial 
year:
• Your subsidy is then payable at 25% of the basic rate of the 

respective package level received (Level 1 – Level 4).
• It does not include any primary supplements (e.g. dementia 

and cognition supplement, oxygen supplement).
• It continues to include other supplements (e.g. hardship 

supplement, viability supplement).
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What happens if I am not home when 
someone is coming to visit me? 
Services can only go ahead if you are 
there. Please contact the Intereach Aged 
Care Services team on 1300 488 226 if you 
won’t be home for a service so it can be 
rescheduled. If you don’t notify the team you 
may still have to pay for the service.  

Will I be notified if there is a change in 
time of my normal scheduled services? 
Yes, you will be notified of any changes to 
our normal scheduled services.  

How do I make changes to my services?
Changes to your services as documented 
on your Support Plan can be made by 
contacting our Aged Care Services team on 
1300 488 226.

How do I request additional services?
Additional services can be arranged as long 
as they meet the requirements of what can 
be funded under a Home Care Package 
(see pages 6-8 of this Handbook), relate to 
the identified goals in your Support Plan and 
can be funded within your Budget or with 
additional personal contributions to your 
Home Care Package.

How do I know that staff coming into my 
home are skilled and experienced? 
All Intereach Community Support Workers 
are thoroughly screened (including relevant 
industry qualifications, professional 
references and criminal record checks). 
Every staff member is required to read and 
agree to following the Intereach Code of 
Conduct. Every staff member is required 
to wear their Intereach name badge at all 
times. 

What happens on public holidays? 
We will discuss any services with you that 
fall on a public holiday, with most services 
being rescheduled due to additional costs 
incurred. 

Can I request a different Community 
Support Worker? 
If you don’t feel comfortable with the 
Community Support Workers who are 
allocated to support you, please let your 
Care Coordinator know so we can organise 
different support professionals. If you are 
unhappy with any of the services you 
receive, let us know so we can review the 
situation. 

What happens if I want an additional 
task done during my scheduled service 
appointment? 
If the additional task is consistent with 
your Support Plan and can be completed 
within the time allocated for the service, 
your Community Support Worker will be 
happy to assist. However, it is preferable 
that additional services be coordinated in 
advance of your scheduled appointment. 
Please advise a Care Coordinator or a 
member of the Aged Care Services team on 
1300 488 226. 

Are there any service cancellation fees? 
A minimum of 24 hours’ notice is required 
for cancellation of a service booking without 
charge. Cancellation notice to be given 
during office hours (Monday – Friday, 
9am-5pm). Weekend or public holiday 
cancellations must be received no later 
than 5pm on the Friday before the service is 
scheduled. Cancellations received within 24 
hours of booking are charged at the relevant 
fee. 

Frequently Asked Questions
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Notes

Contact us: 
1300 488 226  
agedcare@intereach.com.au
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