
 

Decision Tree when eligible for aged care but 
not in the target population for care finders

Is the person’s priority to have an 
aged care assessment to access 

aged care in the near future? 

Is the person’s priority to find 
information or to get answers to 

questions about the My Aged Care 
process?  

Is the person’s priority to find 
information or to get answers 

to questions about fees and their 
income/means assessment?  

Would they like you (the 
referrer) to complete 

registration and apply for an 
assessment for them? 

Are they comfortable to 
access information and/or 

use online tools? 

Would they prefer to talk 
on the phone? 

Would like to receive 
information face to face 
and can get to a services 
Australia service centre ?

The person requires access to aged care and other supports 
and is able to connect independently or has available support 
able to help them. Choose an option that is best suited to the 

persons needs and preference.

Is the person’s 
priority support 

or advice in a 
specialist area or 

topic? 

These supports are 
delivered face-to-
face or by phone. 

Would like information about dementia or 
concerned about changes to memory and thinking  

For family and people caring for an older person 
who need support for themselves in their caring role 

Require advocacy support to resolve issues and 
understand and/or exercise their rights and find 

services they need. 

Have concerns about an aged care service 
provider and would like help with resolving this 

(if the person also requires advocacy please refer to an 
advocacy service - above)  

An eligible veteran or widow(er) can choose 
services from both DVA and Aged Care as long as 

there is no duplication of services  

Call National Dementia Helpline information on 
1800 100 500

Call Carer Gateway on 1800 422 737  

Call OPAN on 1800 700 600 

Call Aged Care Quality and Safety Commission 
on 1800 951 822 

Call DVA General enquires 1800 838 372 

Check if there is an 
Aged Care Specialist 

Officer locally. 

Then they, or you, 
can phone to make a 

booking on 
1800 227 475  

See myagedcare.gov.
au for professional 

referral options 
(including phone, 
eReferral, make a 

referral form) 

There are tools on 
myagedcare.gov.

au including: apply 
for an assessment 
online, eligibility 

checker, Find 
a Provider, fee 

estimator and more 
or clients can access 
their online account 

via myGov 

To apply for an 
assessment, find 

aged care services or 
follow up on referrals 
or assessments call 

My Aged Care on       
1800 200 422 

To follow up on  
income/means 
test and how it 

affects fees suggest 
they call Services 

Australia on 132 300 

Using a referral escalation 
matrix, contact centre agents 
refer vulnerable clients who 

need more intensive support to 
the Case Coordination team

https://www.servicesaustralia.gov.au/aged-care-specialist-officer-my-aged-care-face-to-face-services?context=55715
https://www.servicesaustralia.gov.au/aged-care-specialist-officer-my-aged-care-face-to-face-services?context=55715
http://www.myagedcare.gov.au/
http://www.myagedcare.gov.au/
http://www.myagedcare.gov.au/
http://www.myagedcare.gov.au/
https://www.myagedcare.gov.au/access-your-online-account
https://www.myagedcare.gov.au/access-your-online-account

