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You have the right to choose

Once you are approved for services, you get to choose which provider delivers 

them. You are not assigned a provider automatically. Shopping around and 

comparing options is encouraged.

How to find providers in your area

	y Use the “Find a Provider” tool on the My Aged Care website

	y Ask your assessor for a printed list if this is helpful to you

	y Ask friends, neighbours, or your local seniors group for recommendations

Questions to ask potential providers
Before you commit to a provider, ask these questions. Write down their 
answers so you can compare.

About services:

	y What services do you offer that match my approved plan?

	y Do you have staff available now, or is there a waiting list?

	y What happens if I need to cancel or change a service at short notice?

	y Can I choose my support worker, or request a different one if we do not get 
along?

About fees:

	y What are your fees for the services I need?

	y What is your care management fee? (This is capped at 10% of your package 
funds.)

Please note co-contributions are set by Services Australia when an income 
assessment occurs. You may ask what the service provider’s hourly fee is 
and will then be asked to pay a percentage towards this fee (percentage is 
calculated by Services Australia).

Choosing a Service Provider
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Questions to ask potential providers continued

About quality:

	y How do you check that your staff provide quality care?

	y What training do your support workers receive?

	y What should I do if I have a complaint?

About flexibility:

	y Can I change my care plan if my needs change?

	y Can I take a break from services (for example, if I go on holiday  
or into hospital)?

	y What happens if I want to switch to a different provider?
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Red flags to watch for
Be cautious if a provider:

	y Pressures you to sign up quickly without giving you time to think

	y Is reluctant to discuss fees clearly

	y Tells you that you must use their services because you were referred  
to them

	y Makes promises that sound too good to be true

Trust your instincts. If something does not feel right, look at other options.

Changing providers
You are not locked into a provider forever. If you are unhappy with your current 
provider, you can switch to a different one. 

Contact My Aged Care on 1800 200 422 for information about how to transfer 
your funding to a new provider.


