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Commonwealth Home Support 
Programme (CHSP)  
Financial Hardship Policy

1. Introduction
Ozcare is committed to ensuring that all clients can access essential services, regardless of their financial 
circumstances and capacity to pay.

We recognise that some clients may experience financial hardship that affects their ability to pay 
Commonwealth Home Support Programme (CHSP) client contributions.

This policy outlines Ozcare’s approach to assessing and managing financial hardship requests, ensuring 
that decisions are fair, equitable, transparent, and consistent with the National CHSP Client Contribution 
Framework and the Aged Care Act (2024).

2. Our guiding principles
When considering requests for a waiver or reduction of client contributions, Ozcare 
applies the following principles:

	y �Fairness: Decisions consider your overall financial circumstances and capacity to contribute.

	y �Equity: Clients in similar circumstances are treated consistently.

	y �Transparency: Decisions are based on clear criteria and can be explained.

	y �Privacy and dignity: Applications are handled respectfully and in strict confidence.

	y �Access to care: You will not be denied essential services due to a genuine inability to pay.

	y �Sustainability: Client contributions support the ongoing delivery of services where a capacity to 
contribute exists.

3. How to apply for financial hardship
If you have trouble paying your service contributions, follow these steps:

1. Talk to us 
Contact your local Ozcare service location. We will explain the financial hardship process and provide 
reasonable support to help you apply.

2.	Submit a written application 
Applications must be made in writing using the Ozcare Financial Hardship Form. The form may be 
completed by you or your representative, with assistance from your Ozcare representative, if needed.
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3.	 Provide supporting information 
To help us fairly assess your application, we require sufficient information to demonstrate that paying the 
client contribution would impact your ability to meet essential living expenses. This may include:

	y �evidence of income;

	y �evidence of essential expenses; and

	y �any other relevant information about your circumstances. 

4. How we assess your application
Ozcare will review your application sensitively and holistically, considering:

	y �your total income and essential living expenses;

	y �any available discretionary income;

	y �the type, frequency, and cost of the funded services you receive; and

	y �any exceptional circumstances affecting your ability to contribute.

5. Possible outcomes
Following assessment, Ozcare may decide to:

	y �grant a full waiver of the client contribution;

	y �approve a partial reduction of the client contribution; or

	y �not approve a reduction where you are assessed as having the capacity to pay the agreed client 
contribution.

We will notify you of the outcome in writing, explain the amount and duration of any approved assistance, 
and advise you of any remaining client contribution or payment plans or arrangements.

6. Reviewing your hardship arrangement
Any approved waiver or reduction applies for a specified period based on your circumstances. Hardship 
arrangements are reviewed at least annually, or earlier if your circumstances change.

Ozcare may extend, vary, or end an arrangement where financial circumstances change or the hardship is 
resolved. You may be asked to provide updated information to support a review, on our request.

7. Your right to review
You have the right to request a review of a financial hardship decision at any time.

8. Contact us
If you are concerned about your ability to pay your client contribution, please contact us. You can speak 
with your local Ozcare service location or call our Customer Service Centre on 1800 692 273 -  we are here 
to support you.
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