
 

Agent and Agent Manager Functionality 
– Frequently Asked Questions (FAQs) 
These FAQs have been developed to sit alongside existing resources developed for Agents / 
Agent Managers for accessing My Aged Care via the Service and Support portal: 

• User Guide – Agent and Agent Manager functions in My Aged Care 
• My Aged Care systems training – Agent Functionality 

Version 4.2 as of March 2025.   This guide will be regularly updated and redistributed 
Please ensure you are accessing the latest version. 
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Known system issues 
All the issues below are known and have been flagged for system improvement. 
 
Notify My Aged Care That a Person Has Died 
The ‘Notify My Aged Care That a Person Has Died’ button is currently not working. This button 
is visible in the Client’s file under Profile (see screen-shot below).  
 
If the Agent must notify My Aged Care of the death of a client, they should call the Service 
Provider & Assessor Helpline (1800 836 799) and will need to have an established Agent 
relationship with the client in order to authenticate their role.

 
 
Conflict with staff accessing two or more My Aged Care Portals 
 

Some Organisations may be required to access other My Aged Care Portals in addition to 
accessing the Service and Support Portal.  For example, an Organisation may be an 
assessment delivery organisation using the Assessor Portal and contracted to deliver care 
finder program so also using the Service and Support Portal. 
 
Currently, a staff member cannot use the same credentials to login to separate Portals. If a staff 
member is required to access BOTH portals, this staff member will need to set up two separate 
MAC IDs requiring two myID logins and two email addresses.   
 
Please email the department agentsupport@health.gov.au if you need support to set up a staff 
member. 
 
Inability to deactivate staff in the Support Portal 
There have been reports of Agent Managers unable to deactivate Staff Members from the Portal. 
Before deactivating a staff member, firstly ensure they do not have any assigned relationships.   
If you do experience problems deactivating a staff member, please email 
agentsupport@health.gov.au 
 
Delay in opening a client record 

When an Agent opens a client record from ‘Manage client relationships’ it can sometimes 
take up to 30 seconds for the Client’s Online Account to open. 

mailto:agentsupport@health.gov.au
mailto:agentsupport@health.gov.au
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If this occurs, please do not refresh as the page will load after a short delay. 

 
Filtering My Aged Care Interactions 

My Aged Care Interactions is where you can view information about your branch’s 
conversations with (‘Calls’), and relationship requests to (‘Support Portal Attachments’), the 
My Aged Care contact centre. If you try and filter to a single interaction type, you may get a 
system exception error which will mean you have to close the session and log back in. 

If it relates to a specific client, access the interaction from the Client’s record to reduce the 
number of interactions you need to scroll through. 

 
A new Client will have to wait a day to access their Online Account 

As an Agent you already have an established My Aged Care staff account, so you will be 
able to access a newly registered client’s record from the Service and Support Portal as soon 
as the relationship is active. 

Client access for new accounts is established overnight, so the client will not be able to 
access their Online Account directly until the day after they are registered. 

 
No data displayed in branch relationship report 

As an Agent Manager, if you attempt to generate a relationship report (from the ‘Support 
reports and documents’ tile) and delete the default end date (31/12/2099) and leave end date 
blank, the generated report will be empty. 

Unless you want to set a specific end date (e.g., the end of quarter), leave the default end 
date (31/12/2099). All relationships that match the remaining criteria will be returned if those 
criteria were met at some point between the start date and end date. 

 

Trouble-shooting 
I don’t have CREATE CLIENT RELATIONSHIP button on my screen 

 
 
If you don’t have the CREATE CLIENT RELATIONSHIP button visible on your screen, you do 
not have the Agent role applied to your account. 
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Navigate to the staff member profile in SUPPORT STAFF ADMINISTRATION.  Select staff 
member and edit details (see screen-shot below) 
 

 
 
Select the MANAGE ROLES button 
 

 
 
Ensure Agent role is selected 
 

 
 
 
I can see the Clients listed in Relationships, but I can’t select a client 
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to open their account 
 

 
 
If you can view the client relationships but can’t select a client, this means you are an Agent 
Manager but do not have the Agent role applied to your account. 
 
Navigate to the staff profile under Staff Administration, select the staff member, and edit the 
role to include Agent. 
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Questions about Agent functionality 
Relationships 

 
What is a pending relationship request? 

A relationship will be pending if: 

• one party has provided consent but not the other party; or 
• it has a start date in the future. 

All pending relationships will be visible in the ‘Proposed relationships’ tab. If the relationship 
requires your action, you will receive a notification and an email. 

 
What do declined, removed and ended mean in ‘Manage Client 
Relationships’? 

A ‘Declined’ relationship is one that has been requested by one party and the other party has 
chosen to not provide consent. 

A ‘Removed’ relationship is one that has been active previously but: 

• The client has decided they no longer want support; or 

• The Agent is no longer able to provide the support. 

An ‘Ended’ relationship is one that has been active in the past but has reached its end date or the 
client has died. 

Both ‘Removed’ and ‘Ended’ relationships are displayed as Ended in the portal. 
 
What is the difference between a ‘Named Individual’ and ‘Branch’ 
relationship? 

A Branch relationship is between a branch/outlet and a client. Any approved agent in the 
branch/outlet can access the client’s record to assist them. 

A Named Individual relationship is between a single named Agent and a client. Only the 
named Agent can access the client’s record to assist them. 

The Named Individual option is to enable those clients to access support but is only to be 
used when the client insists. 

 
If a Named Individual relationship is established, and the named 
staff member takes leave, will the client need to request a new 
relationship for continued support? 

Yes, if a client has a Named Individual relationship and the staff member takes leave, a new 
relationship will need to be created, if the client needs ongoing support. 
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If a client has a Named Individual relationship and the staff member leaves the Organisation, 
if the client needs ongoing support a new relationship can be created in the same way as the 
original one but will require new consent from both parties. 

 
What information should I update while the client record is open? 

It is important to ensure a client’s My Aged Care account has up to date contact information, 
as this will ensure the client is able to receive correspondence (such as the Welcome Pack 
and HCP letters) and be contacted by My Aged Care (to organise an assessment/services). 

It is recommended that if an Agent has access to the following information to input the details 
while the client record is open: 

• home address; 
• home phone number (or other alternative number); 
• a primary contact; and 
• notification preferences (for receiving notifications from My Aged Care). 

 
Do relationships have a default end date? 

By default, a relationship is open ended. An end date can be added to the relationship at the 
time of creation/request if required. If a client wishes to add an end date after the relationship 
has been established, this can be done by calling the My Aged Care contact centre. 

 
When an Agent/Agent Manager declines a relationship will there be 
a notification to the Organisation so that a new Agent may be 
assigned? 

No, a system notification will only be sent to the Organisation if the other party (i.e., the 
client) is the one who declines a relationship request. 

If an Agent declines a named individual relationship request, the relationship cannot be 
reassigned by the Agent Manager (as the client has requested and provided consent to a 
specific individual), and the client should be contacted to determine whether they would like 
to create a new relationship. 

 
Can I reactivate and/or generate a referral code 
An Agent is not able to generate referrals for new or additional services.  Only an Assessor 
or My Aged Care contact centre can authorise a new service referral.  However, Agents can 
generate or reactivate a code for an existing service referral.  

To do this, navigate to Client Relationships and select the client to open their record.   
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Under the Care heading, select Services (top green button) to view the services that the 
Assessor recommended the client receive.  

- If the client already has a referral code for a service it will show below the 
service (blue circle). 

- If the client needs a new referral code click the Generate referral code button 
(red circle) 
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Consent 
 
Can I add a note in the system to support recording a client’s verbal 
consent? 

You can’t add a note at the time of recording consent. Once the relationship is established, 
you can open the client’s record and add a Note of type = ‘Other’ to indicate when consent 
was provided, as well as upload a document (e.g., your organisation’s consent form). 

 
A client does not want to provide verbal consent during registration 
to My Aged Care? 

If a client does not wish to provide consent to creating a My Aged Care record, the Agent 
should advise the client that without a My Aged Care record they are unable to be assessed 
to access services. 

Registering a new client 
 
Do clients need to provide their Medicare details, noting some will 
be reluctant to do so? 

Medicare number is not mandatory when you register a client and create a relationship 
through the portal. Providing it is strongly recommended though to: 

• Minimise the number of duplicate records created 
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• Speed up verification of the client’s identity and access to Assessment 

Medicare number is mandatory if you are using the ‘Apply for Assessment online’ form to 
support clients who need urgent assessment. 

 
How does an Agent determine which (if any) of the search results is 
the correct client? 

If multiple records are listed when you search, check the details in the listed records against 
what the client has provided. You may need to ask the client whether they have moved or 
changed their telephone number in case their My Aged Care record is not up to date 

If one of the records is likely to be the client select it and ask the client to provide matching 
information. If the client is unable to verify the contact details, then continue to progress with 
registering a new record. 

 
What happens if I identify a potential duplicate record in the system 
for a client when creating a relationship? 

If you notice potential duplicate records for a client, please advise the My Aged Care contact 
centre on 1800 836 799. 
The following information will assist the My Aged Care contact centre 

• You will need to identify yourself as a staff member of your organisation (using 
your name, Organisation name, Outlet name and Staff ID) 

• Provide the Aged Care ID for both client records for the contact centre to review 
and merge if appropriate 

You can ask the contact centre to call you once the issue has been resolved. 

 
What should I do if my client has two MAC IDs supported by 
different Agents? 

Each Organisation should have processes in place on how to work together to determine 
who is best placed to support the client. 

See ‘What happens if I identify a potential duplicate record in the system for a client when 
creating a relationship?’ above. 

Accessing and updating a client’s record 
 
What information should an Agent include that is not mandatory? 

It is recommended an Agent updates a client’s: 

• Home Address 
• Home Phone Number; and 
• Primary Contact details. 

This information is important for the Contact Centre to know who should be called regarding 
a client’s record and where letters should be sent. 
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Can Agents view client assessments? 

An Agent can see: 

• when the assessment occurred 
• the name of the Assessor 
• a client’s support plan, which will provide the assessment outcome, but 
• not the full content of the assessment itself. 

 
Will a care finder be able to register a client in My Aged Care, 
request the assessment and view the assessment results? 

Yes, any Agent (Advocate, care finder, Elder Care Support staff etc), if they have access to 
My Aged Care and they, or their organisation, have an active relationship established with 
the client in the system. 
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Questions about Agent Manager Functionality 

Can email notifications be sent to multiple email addresses (e.g., 
Agent and Administrator)? 

Each outlet/branch will have a single email address to receive notifications. This email 
address may be an individual’s or group email, each Organisation will need to establish 
processes to manage these notifications. The emails contain minimal client information due 
to privacy restrictions. 

Email notifications about Named Individual relationships will be sent to the nominated 
notification email address. 

 
Can an Organisation have multiple Agent Managers? 

Yes, an Organisation can set up as many as are required to suit the way they work. This 
applies at both Organisation and Outlet/branch level. 

 
If there are multiple Agent Managers will there be an overarching 
Organisation Agent Manager? And what other roles can the 
Organisation Agent Manager perform? 

Each Organisation will need an Agent Manager to set up staff accounts, manage 
outlet/branch details and report on relationships. The Organisation Agent Manager can also 
hold other roles, e.g., Agent Manager Outlet. 

 
Will the Department monitor access to the Service and Support 
Portal from Agencies/Organisations? 

Organisations will be approved by the Department to be a support organisation in My Aged 
Care before they can access the Agent functionality in the Service and Support Portal. 

The Department can run reports on approved Organisations and their relationships with 
clients. 

 
I am an Outlet Agent Manager and am trying to assign a staff 
member to the outlet who I know is already part of the organisation, 
why can’t I see them in the Support staff administration tile? 

If you cannot see an existing staff member who already has access to My Aged Care, it may 
be because you are an Agent Manager at Outlet (branch) level, or because you are an Agent 
Manager at Organisation level but have selected a particular outlet through the outlet picker. 

If you need to provide the Agent role to an existing staff member who is NOT assigned to 
your outlet, you will need to be an Agent Manager at Organisation level or ask your Agent 
Manager at the Organisation level to do this. 
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I am an Outlet Agent Manager and have created a new staff member 
in my Outlet with the Agent role, why can’t they access the support 
tiles or see the services/support toggle? 

The staff account may have been set up incorrectly or you may have created a duplicate 
account for someone who already has an account in the organisation (e.g. performing 
service provider functions). 

If your organisation provides both Aged Care and Support (Advocate/care finder) services, 
the Agent Manager at Organisation level will be able to see all staff from the Support staff 
administration tile and will be able to add the Agent role(s) to a staff member who currently 
holds service provider roles and assign them to a support outlet. An Agent Manager at the 
Outlet level will only be able to see staff already assigned to the outlet with the Agent or 
Agent Manager role. 

If you were unable to see the staff member’s card and created a new staff account with the 
Agent role, they will now have two Staff member IDs and you will need to deactivate the 
duplicate account. To do this, select the staff name on the staff card in ‘Support staff 
administration’, and select ‘DEACTIVATE’ on the ‘View staff member’ page. This will 
inactivate the account and remove the staff card from view. 

 
How do I remove a duplicate staff account? 

If you have created a duplicate staff account or have been notified of one, you can remove it 
by navigating to the staff member’s account in the ‘Support staff administration’ tile and 
selecting ‘DEACTIVATE’ button on the ‘View staff member’ page. 

 
Further Information and Support 

If you have further questions about the Agent system functionality: 
- first consult the user guidance, training materials and FAQs 
- contact agentsupport@health.gov.au 

 
 

mailto:agentsupport@health.gov.au
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