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1. Overview
At Ozcare, we are committed to providing high‑quality support to help older Australians live independently 
at home. The Commonwealth Home Support Programme (CHSP) is an Australian Government‑funded 
program that provides entry‑level support services to eligible older Australians. To ensure the program 
remains sustainable and available to those who need it most, the Australian Government expects clients 
who can afford to do so to contribute toward the cost of their care.

This policy explains how Ozcare manages client contributions, ensuring they are fair, transparent, and 
consistent with the Aged Care Act (2024) and the National CHSP Client Contribution Framework.

2. Our objectives
Our policy is designed to ensure that:

	y �You clearly understand the information provided to you, including any fees and charges that may apply.

	y �We notify you of any changes to previously agreed fees and charges and obtain your informed consent 
before those changes take effect.

	y �All prices, fees, and payments are accurate, fair, and transparent.

	y �Any overcharging is promptly identified, addressed, and refunded where required.

	y �You understand your rights and responsibilities in relation to the agreed fees and charges.

3. How client contributions are determined
Your contribution is determined by having regard to:

	y �The National CHSP Client Contribution Framework and the CHSP National Unit Price Ranges.

	y �Affordability, ensuring contributions are reasonable and accessible for all clients.

	y �Your capacity to contribute, including consideration of your personal and socioeconomic circumstances.

	y �The costs associated with delivering the specific services you receive.

Ozcare maintains a CHSP Price Schedule that outlines applicable client contributions and any other fees. 
This price schedule is reviewed at least annually.
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4. Your rights and responsibilities
Your rights include:

	y �Being informed of the contribution rate that applies to you at the time of initial contact, assessment, 
review, or any change to your services.

	y �Receiving clear, understandable information about all fees and charges associated with your services.

	y �Applying for Financial Hardship consideration if you are having trouble meeting the cost of your 
contributions.

	y �Having your individual circumstances considered where there are outstanding fees.

Your responsibilities include:

	y �Paying the agreed contribution for services delivered.

5. Invoicing and payment
Ozcare is committed to clear and fair invoicing and payment arrangements. 

We will ensure that:

	y �invoices are accurate, issued in a timely manner, and align with the services delivered;

	y �itemised statements are provided at least monthly;

	y �you are not required to pay your contribution before a service has been delivered; and

	y �we support you to understand your invoices and statements, including answering any questions you may 
have.

6. Changes to fees
Ozcare reviews its CHSP Price Schedule at least annually. Any changes to your client contributions will be 
communicated to you in advance, in accordance with your CHSP Service Agreement.

7. What if I can’t afford to pay?
If you are experiencing financial hardship, please talk to us. Ozcare is committed to ensuring that an 
inability to pay is not used as a reason to refuse essential services. 

Options available to you may include:

	y �applying for a waiver or reduction of your contribution through our Financial Hardship process; and

	y �establishing a payment plan where you have the capacity to make payments over time toward any 
outstanding amounts.

Important: Ozcare will not cease or reduce your services solely due to non‑payment without first 
discussing the matter with you, exploring financial hardship options, or considering appropriate 
adjustments to your services.

8. Contact us
If you have any questions about client contributions, or would like to discuss your account, please contact 
your local Ozcare service location or our Customer Service Centre on 1800 692 273.
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