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“There are times we could all do with a bit of extra help around the 

home for our own personal care or for general upkeep of the 

household.  

It’s reassuring to know this kind of help is now close at hand – from a 

reliable and caring not-for-profit local organisation that’s been part 

of the Goulburn Valley community for more than six decades.” 

 

 

Veronica Jamison, Shepparton Villages CEO 

 

 

 



More than a place, 
a community 

Support at Home Client Handbook Version 2 Review Date:  

 

   

3 

 

 

Providing Support at Home – YOUR way 

 
 

Personal care and support services in the home are more readily at hand for 

many people these days – and often able to be funded or subsidised by the 

Australian Government as part of its Support at Home program. 

With the introduction of this program* as part of the Aged Care Act (2024), 

more people can now access the kind of support they need to help them 

continue living well in their own homes. That’s good news. 

But working out exactly what service or services you need under the new 

arrangements, and what you are eligible to get free or at a reduced cost, can 

still be a source of stress. Even when you know what you need, there’s the 

matter of choosing the right service provider for you.  

You can choose who you want to provide home services to you from a range of 

approved suppliers these days – and that’s also good news – although with 

more choice can come some uncertainty and even some anxiety at times. 

(What's the right choice for your needs? Who can you trust to be reliable?) 

Shepparton Villages aims to take the worry out of this situation, and make sure 

you can get the services you need, provided to you the way you want them. 

 

*The Support at Home program supersedes Home Care packages and the Short Term Restorative 

Care program that previously existed. 



More than a place, 
a community 

Support at Home Client Handbook Version 2 Review Date:  

 

   

4 

 
 

You come to us – or we come to you 

Shepparton Villages has long been known as a leader in retirement living across 

Greater Shepparton, operating three outstanding retirement villages, each 

offering fully independent living options or, for those who need it, on-site care 

facilities.  

What is less well known is that Shepparton Villages also offers access to a wide 

range of services people can receive in their own homes, within the scope of 

the government’s Support at Home program.  

In short, we are and will continue to be a popular choice for retirement living 

and residential aged care - but we’re also able to come and support you in your 

own home too!  

For many people, this can offer the best of both worlds: maximum freedom 

and independence in your own home, but with some hands-on practical 

support readily available too. 

 

 

 

Shepparton Villages: On the road providing home-based services every day. 
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Well-placed to meet your changing needs 
 

 

 

Shepparton Villages remains a proud not-for-profit local organisation. We have 

deep roots in the community going back more than half a century, with sound 

foundations and prudent financial management – so we’re here today and will 

still be here tomorrow. 

No one should lose sleep worrying about how to get a helping hand when they 

need it. We’re here for you, and happy to answer any questions about our 

Support at Home services without any obligation on your part.  

Any time you’re up for a cuppa and a chat, give us a call. 

 

Getting started: How it works 
 

First of all, to receive government funding for any services under the Support at 

Home program, you need to be assessed via the government’s My Aged Care 

system. (See more on My Aged Care below.) This assessment leads to a 

Support Plan and a Notice of Decision that will come to you from Services  
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Australia (the Australian Government’s access point to all government services) 

setting out what you can do and what kind/s of support you can receive. 

Once you have a Support Plan, you can then go to an approved provider of care 

services and work with your service provider to map out the details of how 

your plan can best be carried out, week by week - ensuring you will get ongoing 

individualised attention to YOUR situation and YOUR needs from Day One.  

This individualised attention is known as ‘case management’. In the Goulburn 

Valley, Shepparton Villages is a major service provider offering this kind of case 

management, working with dedicated local care partners. 

If your needs change over time, the services you receive can be re-assessed via 

My Aged Care, with support from Shepparton Villages, offering  you the peace 

of mind that comes from knowing you are linked in with a reliable community-

based organisation with a broad set of resources and service options, working 

with you to help get you what you need.  

 

My Aged Care and Services Australia 

 

Every service user has a Support Plan and Notice of Decision developed 

through My Aged Care. 

My Aged Care is the starting point to access Australian Government-funded 

aged care services and information.  

At Shepparton Villages, we use the support plan developed through My Aged 

Care to create your personalised Care Plan. We then work with you to: 

• Help you understand your options 

• Match available services to your goals 

• Review your plan 

• Adjust the care plan as needed 
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More information about My Aged Care can be found at: 
https://www.myagedcare.gov.au/ 

The phone number for My Aged Care is 1800 200 422. (Monday to Friday from 
8am to 8pm or Saturday 10am to 2pm.) 

Services Australia offices can also help connect you with more information 
about My Aged Care.  

A Services Australia office is located at 298 Maude Street, Shepparton, open 

from 8.30am to 4.30pm Monday to Friday. There are Services Australia service 

centres in metropolitan areas and major regional towns around Australia.  

https://www.myagedcare.gov.au/
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ANSWERS TO SOME KEY QUESTIONS 

 

What kind of services are included under the ‘Support at Home’ 

program? 

Subject to your eligibility, Shepparton Villages offers: 

• Support for everyday living (domestic assistance, transport, etc.) 

• Support to stay independent (personal care, shopping assistance, etc.) 

• Clinical support (nursing care and allied health services) 

• Equipment and technology that will assist you to remain independent 

• Short-term ‘restorative’ care  

 

(Which of these services you receive will be determined by your My Aged Care 

Support Plan and your Notice of Decision from Services Australia.) 
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Does Shepparton Villages provide all these home services directly? 

 

Shepparton Villages is a registered provider under the Australian 

Government’s Support at Home Program, a program designed to support 

older people who want to stay living at home but would benefit from some 

assistance to do so.  

 

Services are provided directly by our staff or by vetted and approved 

contractors at all times, managed by our care team. 

 

 
 

How do I get started? 
 

 
Four simple steps: 
 

1. Contact My Aged Care. (See contact details above.) 
2. Get assessed. 
3. Receive your Support Plan. 
4. Choose Shepparton Villages to provide your care. 
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Why should I get my ‘Support at Home’ services through 
Shepparton Villages? 
 
Shepparton Villages is Shepparton’s own community-based aged care 
organisation, with a proud history dating back more than half a century when it 
was first founded through the efforts of the Rotary Club of Shepparton and 
others committed to providing residential aged care services in the region. 
 
Our organisation was founded by the community and funded by the 
community, with additional support coming from State and Federal 
governments over time.  
 
To this day it remains a not-for-profit community-based entity, accountable to a 
diverse and capable volunteer board elected by its members. 
 
We continue to operate three successful retirement villages, each with its own 
unique style, offering a range of accommodation types from independent living 
through to high-care.  
 
But Shepparton Villages understands these are not for everyone. We support 
people continuing to live in their own homes and neighbourhoods as well. We 
believe people should be able to make different choices about what’s best for 
them, and be supported in those decisions. 

 

What are my rights in using aged care services? 
 

Under the Aged Care Act (2024) you have important rights. These include: to 

make your own decisions about your own life; to have your decisions accepted 

and respected; to be able to get information and support to help you make 

decisions; and a range of other entitlements. 

It’s all set out in a Statement of Rights.  
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Full information about the Statement of Rights can be found on the website of 

the Australian Aged Care Quality and Safety Commission (the Government’s 

aged care safety and standards regulator) at: 

https://www.agedcarequality.gov.au/older-australians/your-rights 

The Commission can also be reached by phone on 1800 951 822. 

 

Is independent advice and support available? 
 

 
Yes, you may choose a supporter – someone you trust – to help you work 
through the details of what you want to do, what kind of services you need, 
and what costs (if any) might be involved for you. 
 
But it will be you who stays in control at all times. 

 
 
 

Is there more I need to know? 

 
Yes. As with most things involving health care and government funding, there 
are details to navigate and decide upon.  
 
For example, the Support at Home Program includes a range of different care 
levels and short-term pathways, spanning eight levels of care that attract 
differing amounts of funding and service. 
 
One specific scheme - the Assistive Technology and Home Modifications (AT-
HM) scheme - provides access to equipment, aids, and home modifications 
that can support your safety and independence at home. These may include, 
for example, devices that can help you get up and down more easily. 
 
Two shorter-term care pathways are available for those people who need 
support for a more limited period – either to regain their independence after 
an injury or other setback; or to receive palliative care and other end-of-life 
support. 
 
 

https://www.agedcarequality.gov.au/older-australians/your-rights
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But there’s no need to be across all the details, classifications and pathways at 
the outset. Shepparton Villages can work with you to help you understand  
 
what you are eligible for in your situation, and guide you through the process 
of accessing whatever services turn out to be most appropriate to meet your 
need. 

 

What about costs? Who pays? 
 

While the government funds most services, you may be asked to contribute 

part of the cost.  

Some examples are provided below, based on different types of service being 

provided. The Government allocates funds across three broad service 

categories as set out below. The percentage to be paid by each service user is 

determined by Services Australia, based on an assessment of income and 

assets. 

Clinical supports  

This category of service focuses on clinical interventions, expertise, care, and 

treatment, including allied health services. Examples include physiotherapy, 

podiatry, psychology, speech pathology, and social work. Clinical care is fully 

funded by the government for all participants (ie. free of charge). 

Independence services 

This category aims to support individuals to maintain and improve their 

independence through various types of assistance. It includes specialised sets 

of activities such as the Restorative Care Pathway, Assistive Technology, and 

the Home Modifications scheme, as well as funding for complex needs.   

Users may need to make a moderate financial contribution for these kinds of 

services (between 5-50 per cent of the total cost).  
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The government’s part-funding of these kinds of service recognises that they 

can play an important role in keeping participants out of hospital and the need 

for residential aged care. 

Everyday Living services 

This category provides support for daily activities, such as personal care, 

household tasks, and social connection. It ensures individuals can remain 

healthy, active, and socially connected.  

Users make the highest contributions for these services (anywhere from 17.5% 

to 80%). This recognises the fact that the government does not typically fund 

such services for people at other stages of life. 

If a person does not provide their income and assets information to Services 

Australia, they are a ‘means not disclosed’ participant, and this means their 

contributions (ie. the amounts they will have to pay) will then then be set at 

the maximum level. 

The table below outlines the indicative participant contribution rates.  
Actual contribution rates are determined by Services Australia through an 

assessment of the participant’s income and assets. For full and part 

pensioners, this will be based on information already provided for their 

pension assessment.  

 

Note: The pension includes the Age Pension and any other income support 

payment.  
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Income and 
assets 
assessment 
outcome 

Service category 
– clinical 
supports 

Service category 
– independence  

Service category 
– everyday living 

Full pensioner 0% 5% 17.5% 

Part pensioner and 
self-funded CHSC 
holder 

0% Between 5% and 50%* Between 17.5% and 
80%* 

Self-funded non-CSHC 
holder and means not 
disclosed^ 

0% 50% 80% 

* Contributions will be applied on a tapered rate based on the participant’s income and assets 
assessment.  

^ A self-funded non-CSHC holder is an individual who is ineligible for the pension and the CSHC. A 
means not disclosed status refers to an individual who has not disclosed their assets and income. 

Note: 

Care management will have a clinical supports contribution rate of 0%.  

Contributions for AT-HM items will be treated as equivalent to the independence category. 

However, AT-HM prescription and wrap-around services (where required) will have a 

clinical supports contribution rate of 0%.  

 

As noted earlier, there’s no need to understand the chapter and verse of all the 

categories and entitlement scales when making inquiries about any of our 

Support at Home services. They are provided here for information only.  

We’ll work with you to sort out your specific eligibilities and what they actually 

mean for you in dollars and cents terms. 

 
More questions? 
 

No problem – just give us a call on (03) 5832 0800.  Or you can email us on 

info@sheppvillages.com.au. 

Or drop by our head office at 9 Batman Avenue, Shepparton, Victoria, 

Australia, during business hours. 

 
 
 

mailto:info@sheppvillages.com.au
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Feedback and Complaints 
 

 
 
 

Contact Us 
 

 
 

 
Tell us directly, or contact: 

- Aged Care Quality & Safety Commission: 1800 951 822 
- Older Persons Advocacy Network (OPAN): 1800 700 600 

 

 
Shepparton Villages 
9 Batman Avenue, 

SHEPPARTON VIC 3630 
Phone: (03) 5832 0800 

www.sheppvillages.com.au 
 

 

 

 

 

 

http://www.sheppvillages.com.au/
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The Shepparton Villages Mission: 
 

Our mission is to enrich the lives of people in our care.  

 
 

Our Values: 
 

Our residents are valued and are treated with dignity, respect and 

understanding, offered choice and encouraged to exercise their 

independence. 

 

Our staff are valued and with integrity, empathy and compassion 

contribute to the quality of life of our residents.  

 

We value all stakeholders and relate to them with integrity and 

openness, responsive to the needs of the local community.  

 

We value the environment and the effective use of resources to 

deliver quality care. 

 
 

Our Vision: 
 

To be a centre for excellence in aged care. 

 


