
 
 

User Guide – Agent and Agent Manager functions 
in My Aged Care 
Purpose of this guide 
To assist Agent Organisations (such as Advocates, care finders and Elder Care Support staff 
using the My Aged Care Service and Support portal when supporting older people. Agent 
Organisations must be approved by the Department of Health and Aged Care (the 
Department) before they are able to access the My Aged Care system. 
Key terms used in this guide: 

 

Term Definition 

Agent The system role that can create relationships and support clients. 
Advocates, care finders and Elder Care Support staff are types of Agents. 
Once an Agent relationship is established, Agents can support a client, 
access their information in My Aged Care, but cannot make or convey 
decisions or provide consent on a client’s behalf. 

Agent 
relationship 

The type of support relationship that Agents can create with clients. 
Advocates will create ‘Agent (Advocate)’ relationships, care finders will 
create ‘Agent (Care finder)’ relationships and Elder Care Support staff 
will create ‘Agent (Indigenous Facilitator)’ relationships in the My Aged 
Care system. 

Agent 
Manager 

The system role responsible for the management of Outlets/Branches 
within a support organisation, including the creation and management of 
staff accounts and maintaining branch/outlet details, and will be able to 
accept/decline relationships on behalf of their branch, assign relationship 
requests to individual staff members and generate client relationship 
reports. 

An Agent Manager assigned at the organisation level can manage all 
Outlets/Branches within the organisation, and an Agent Manager 
assigned to a specific Outlet/Branch can only manage that outlet. 

Outlet / 
Branch 

Outlets/branches are part of an overarching Organisation (e.g. OPAN). 
Agents and Agent Managers are assigned to outlets/branches, and client 
relationships are established at the outlet/branch level. These terms are 
used interchangeably in this guide. 

Relationship A formal arrangement in My Aged Care that requires consent from both 
parties (client and another). A relationship may be established between a 
client and an individual, branch or a specific staff member at a branch. 
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Accessing the Service and Support portal and Homepage layout 

Staff members of a support organisation can hold 2 different role types in the Service and 
Support portal: 

• Agent: This role enables the user to action and create client relationships, register 
new clients (when creating a relationship) and access client information. This is the 
role that Advocates, care finders and Elder Care Support Connectors will hold in the 
system. 

• Agent Manager: This role enables the user to manage the relationships and 
workload of their organisation/branch – actioning and assigning client relationships 
and generating client relationship reports for their organisation. This role is also 
responsible for administration of organisation and branch details, including staff 
account creation and management. This is the role that will be used by Managers, 
and there may be multiple Agent Managers within an organisation/branch. 

Users may hold either one or both roles, depending on how each organisation wishes to 
manage their work. 

Logging into the Service and Support portal – MyID 
 

After you have been advised by your Agent Manager that your My Aged Care staff account 
has been created, you can follow the steps below to log in to the Service and Support portal 
using your myID. 

Please note: the Service and Support portal was previously named the Provider portal, and 
is still referred to as this in some documents, web pages etc. 
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You must have an individual myID linked to your organisation via the Relationship 
Authorisation Manager (RAM) to access the Service and Support portal. Your Manager 
or IT area in your organisation will have organised a myID for you. 

 
For more information, refer to How do I log in to the provider portal for the first time? or 
visit the myID website or contact your Manager. 

http://www.myagedcare.gov.au/
https://www.health.gov.au/resources/publications/my-aged-care-logging-in-to-the-my-aged-care-provider-portal-using-mygovid
https://www.mygovid.gov.au/


Step One: Navigate to the My Aged Care Service and Support portal log in page from the 
https://myagedcare-serviceproviderportal.health.gov.au and select the ‘Continue with 
Digital ID’ tile. 
 

 

 
 

 
Alternatively, you can go to the ‘Information for Service Providers’ section of the 
Department’s website and select the ‘My Aged Care provider portal’ link. 

Step Two: follow the steps in the My Aged Care – Logging into the My Aged Care Provider 
Portal using myID guide to log into My Aged Care. 
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Agent – My Aged Care home page layout and tiles 
 

The below home page will display when you log into My Aged Care as an Agent. On the 
home page you can see: 

• Your first name 
• Name of the portal 
• My Aged Care Industry Line phone number and operating hours 
• Logout button 
• Tiles relevant to your role in My Aged Care 

 

 
The tiles available to you as an agent are related to the role that you perform in My Aged 
Care: 

• Manage client relationships: 
o create new relationships 
o view and action proposed relationships 
o view current relationships and access client information via the Online 

Account 
o view documents that are pending with My Aged Care 
o view declined or ended relationships. 

• Support notifications: displays notifications related to client relationships that are 
established with your branch. For example, relationship activation or relationship 
expiry. 

• My Aged Care interactions: displays interactions with My Aged Care, such as calls 
with the My Aged Care contact centre. 

• Support reports and documents: Not related to Agent functions for this system 
update. An organisation/branch level report is available for Agent Managers. 
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Agent Manager – My Aged Care home page layout and tiles 
 

The below home page will display when you log into My Aged Care as an Agent Manager, 
with access to the same tiles as an Agent. 

 

 
The tiles available to you as an Agent Manager are related to the role that you perform in My 
Aged Care: 

• Manage client relationships: 
o view and action proposed relationships (including assigning to individual staff 

members) 
o view current relationships 
o view documents that are pending with My Aged Care 
o view declined or ended relationships 

• Support notifications: displays notifications related to client relationships that are 
established with your branch. For example, relationship activation or relationship 
expiry. 

• My Aged Care interactions: displays interactions with My Aged Care, such as calls 
with the My Aged Care contact centre. 

• Support staff administration: where you can create and manage staff accounts for 
your organisation/branch. 

• Support reports and documents: a report with a summary of client relationships for 
your organisation/branch is available to be generated from this tile. 

• Support outlet administration: management of outlet/branch details, including 
address/contact details and email for relationship notifications. 
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If your organisation also operates as an aged care provider in My Aged Care, and you 
hold provider roles in the system, you will be able to switch between service provider 
functionality and support functionality using the toggle below. 

http://www.myagedcare.gov.au/


Users assigned to multiple outlets/branches – outlet selection 

If an Agent or Agent Manager is assigned to more than one outlet/branch within the 
organisation, they will need to select the outlet they are accessing and must ensure that the 
correct outlet/branch is selected when performing tasks within the system. 
Users can switch between outlets in the ‘Manage client relationships’, ‘Support notifications’ 
and ‘My Aged Care interactions’ tiles, by selecting the outlet picker icon: 

 

Note: An Agent manager at the Organisation level can select the Organisation as well as 
individual outlets. An Agent or Agent Manager who is only assigned to a single outlet/branch 
will not see the outlet picker. 
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Agent functionality in My Aged Care 
This section outlines the functions that can be completed by an Agent in the Service and 
Support portal, primarily focused on creating relationships with clients in My Aged Care. 
When you create a support relationship with a client, you can create an Agent (Advocate), 
Agent (Care finder) or Agent (Indigenous facilitator) relationship with that client in My Aged Care. 
By accessing the Service and Support portal as an Agent, this reduces the need to call and 
involve the My Aged Care contact centre when creating support relationships with clients and 
accessing their information in My Aged Care. 

 

 
Different types of Agents in My Aged Care 

 
There are currently three types of Agents that can access My Aged Care and create support 
relationships with clients: 

• Advocate - is an aged care advocate who works for one of the approved OPAN 
service delivery organisations in the delivery of the National Aged Care Advocacy 
Program. Relationships created by advocates will be Agent (Advocate). 

• Care finder – is someone who works for an organisation commissioned by their local 
Primary Health Network (PHN) to assist vulnerable older people, who have no one 
else who can support them, to learn about, apply for and set up aged care services 
and other relevant supports in their community. Relationships created by care finders 
will be Agent (Care finder). Care finder organisations can be found here: Help from a 
care finder | My Aged Care. 

• Elder Care Support staff – someone who works for an affiliate organisation in the 
National Aboriginal Community Controlled Health Organisation (NACCHO) that 
supports older Aboriginal and Torres Strait Islander people to understand and engage 
with the aged care system, to receive greater local support. Relationships created by 
Elder Care Support staff are Agent (Indigenous facilitator). 
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Your obligations as an Agent in My Aged Care 

• Only create relationships with and access client information for clients that you are 
actively involved with and supporting as an Agent. 

• Ensure continuity of support for clients that you are assisting i.e., if you go on 
leave or depart the organisation. 

• Notify your Agent Manager when accepting or declining new relationships. 

• When registering a new client, you must confirm whether they already have a 
record with My Aged Care. 

• When creating a new relationship, registering a client, or using the ‘Apply for 
Assessment’ online referral tool, do not use Autocomplete to avoid using incorrect 
data when completing these functions. 

• If you leave the organisation, ensure your account is deactivated and you can no 
longer access My Aged Care. 

https://www.myagedcare.gov.au/help-care-finder
https://www.myagedcare.gov.au/help-care-finder
http://www.myagedcare.gov.au/


Obtaining client consent to create a relationship 
 

In order to establish a relationship in My Aged Care, consent must be provided by the client 
and the support person (as an individual or on behalf of their branch). 

Ways that a client can provide consent are: 
 

• Verbal consent provided separately to the Agent – the agent must record the client’s 
consent and document it in their records, for example on an organisation consent 
form. 

• Verbal consent provided to Assessor during assessment – the assessor will record 
the client’s consent in the assessor portal. 

• Written – by completing an ‘Appointment of a support organisation’ form and 
uploading to My Aged Care. 

• Electronic – through the My Aged Care Online Account. 
• Over the phone with the My Aged Care contact centre – clients can provide verbal 

consent to a relationship over the phone. 

 
Named individual relationship vs Branch (outlet) relationship 

 
When creating a relationship with a client in My Aged Care, agents and clients will need to 
decide whether the relationship will be with the branch (outlet) or whether the client only 
wishes to work with one person at the branch/outlet (a named staff member). 

 
 

 
• Branch (outlet) – when a client relationship is created with the branch/outlet, this 

means any agents within the branch/outlet can assist the client and access their 
information in My Aged Care. This enables branch staff to cover for each other during 
periods of leave. 

• Named staff member at a branch (outlet) – when a client only wishes to work with one 
particular staff member at an organisation branch/outlet. The client only consents to 
the named individual supporting them in My Aged Care. No other staff member will be 
able to assist the client or access their information. If this staff member goes on 
leave, a new relationship will need to be established if the client requires ongoing 
support. Please refer to your organisation’s guidelines for when it might be 
appropriate to establish this type of relationship. 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 9 
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Ways to create Agent relationships in My Aged Care 

Agents and clients can create a relationship in My Aged Care in several different ways. The 
method that the client is the most comfortable with should be the method that is used to 
create the relationship. 

 
1 - Creating the relationship from the Service and Support portal 

a) Existing My Aged Care client: if the client is already registered in My Aged Care and 
does not require immediate assessment, the relationship can be created from the 
Service and Support portal. 

b) Register new My Aged Care client: If the client does not have a record in My Aged 
Care and does not require immediate assessment, the client can be registered and a 
relationship can be created from the Service and Support portal. 

These processes are covered in detail later in this guide, which you can navigate to by 
selecting each link above. 

 

 
2 - Signed ‘Appointment of a Support Organisation' form 
An ‘Appointment of a Support Organisation’ form can be uploaded through the Service 
and Support portal or submitted using existing submission options (which are detailed in the 
form itself). 

The form requires details from the client and Agent (including their branch/organisation 
details) be completed. Consent and an acknowledgement of understanding of the 
relationship being established is required from both parties to establish the relationship. 

The form must be completed by a support organisation staff member who has a staff account 
and Agent role in My Aged Care. 

The form can be accessed and downloaded from the Department of Health & Aged 
Care website. 

3 - Over the phone with the My Aged Care contact centre 
A three-way phone call can be made with the client to the My Aged Care contact centre, who 
can create the relationship over the phone with verbal consent. 

 
4 - Created by an Assessor during assessment 
An assessor can create an Agent relationship at the request of a client during assessment. 

If the Agent is present at the assessment (in person or by phone), the assessor can record 
their consent to create the relationship. 

If the Agent is not present at the assessment, only the client’s consent will be captured, and 
the relationship will appear as a ‘Pending relationship’ in the ‘Proposed relationships’ tab (in 
the Manage Client Relationships tile) in the requested branch’s portal. 
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Creating a relationship in the Service and Support portal does not automatically refer a 
client for assessment. If the client needs an assessment use the existing referral pathways 
(over the phone with the My Aged Care contact centre or via the My Aged Care website). 

https://creativecommons.org/licenses/by-sa/3.0/
https://creativecommons.org/licenses/by-sa/3.0/
http://www.myagedcare.gov.au/


 
5 – Client or Agent uses ‘Apply for an assessment online’ on the My Aged 
Care website 

An Agent relationship can be requested by either the client or Agent when submitting an 
application for an aged care assessment using the ‘Apply for an assessment online’ tool on 
the My Aged Care website. 

Please note: this option is only for clients who are not registered with My Aged Care. It is 
best practice for Agents to double check whether a client is registered with My Aged Care via 
the Service and Support portal before proceeding with a referral on the website (see 
Checking whether the client is registered). 
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How to register a client or refer them for assessment 

If a client does not have a record in My Aged Care and is seeking subsidised aged care 
services, they will need to be registered in My Aged Care to receive an aged care 
assessment to determine their aged care needs. 

 

 
1 – Register a client in the Service and Support portal (when creating a 
relationship) 
Agents can register a client in the Service and Support portal during the relationship creation 
process (see ‘Creating a relationship in the Service and Support portal’). 

Before registering a client, Agents must first confirm that the client does not already have a 
record with My Aged Care (see Checking whether the client is registered). 

 

 
2 – Register a client with the My Aged Care contact centre over phone (when 
creating a relationship) and complete a phone referral 

Agents can register a client over the phone with the My Aged Care contact centre (and the 
client) and create an agent relationship. 

 
3 – Register a client and refer them for assessment using the ‘Apply for an 
assessment online’ tool if the client needs assessment and is not registered in 
My Aged Care 
If a client comes to you for assistance and requires an immediate assessment, Agents can 
use the ‘Apply for an assessment online’ tool on the My Aged Care website to register the 
client and refer them directly for assessment and create a pending relationship with 
themselves or their outlet. After the client has been registered and a relationship request has 
been sent through the referral process, the client will need to consent to the relationship in 
the Online Account or by calling the My Aged Care contact centre after this request has been 
sent. 

Please note: when using this option, Agents must confirm that the client is not already 
registered in My Aged Care (see Checking whether the client is registered), as there may 
be a delay to the client receiving an assessment if a duplicate record is created. 
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Regardless of registration channel, when an Agent registers a new client in My Aged 
Care, a My Aged Care Welcome Pack will be sent to their postal address. Agents will not 
receive a Welcome Pack when a new relationship is created. 

 
A duplicate record can have a significant impact on a client’s experience with My Aged 
Care, including: 

o care approvals across multiple records 
o referral for assessment where an assessment has already taken place 
o delaying access to services 
o service providers unable to claim subsidies. 

https://creativecommons.org/licenses/by-sa/3.0/
https://creativecommons.org/licenses/by-sa/3.0/
https://www.myagedcare.gov.au/assessment/apply-online
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Creating a relationship in the Service and Support portal 
 

Step One: To create a new relationship with a client in My Aged Care, navigate to the 
‘Manage client relationships’ tile and select ‘CREATE CLIENT RELATIONSHIP’. 

 

 
The ‘Create client relationship’ form will display. This form is dynamic, and the information 
required from you will depend on the options you select. 

Step Two: Complete Section 01 – About your relationship: 

• Select ‘My outlet’ if you are creating a branch relationship or select the ‘Myself at my 
outlet’ button if you are creating a named individual relationship with yourself 

• Select how you will be creating the relationship, either: 
o choosing the client online (by searching and selecting an existing client, or 

registering a new client); or 
o uploading a completed ‘Appointment of support organisation’ form for 

processing by the My Aged Care contact centre. 
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Uploading a completed ‘Appointment of support organisation’ form 

If the client has completed a paper form and you wish to upload it for processing by My Aged 
Care, select ‘Uploading a completed ‘Appointment of a support person or organisation’ form. 

Step One: In Section 02, you will need to upload the completed form and enter basic 
information about the client, the uploaded document, and any relevant notes for the My Aged 
Care contact centre. 

 
 

 

 
Step Two: 

 

If:  
• You are ready to submit the uploaded form to My Aged Care, select ‘SUBMIT TO MY 

AGED CARE’ 
• If you haven’t uploaded the ‘Appointment of support organisation form’ or aren’t ready 

to submit, select ‘SAVE’ 
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If you selected ‘SAVE’ 
 

The request will be saved in the ‘Pending documents’ tab and will have a status of ‘Saved for 
Later’. By selecting the ‘Edit’ icon under the Action column: 

• You can add notes for yourself in ‘Your Notes’ before submission, for example, if you 
are missing information or details that you need to obtain prior to submitting. 

• You can upload the documents and submit the request to My Aged Care: 
 
 

 

 
If you selected ‘SUBMIT TO MY AGED CARE’ 

 
The request will be viewable in the ‘Pending documents’ tab and will have a status of 
‘Submitted to My Aged Care’. When the request has been processed successfully, the 
relationship will appear in your ‘Active relationships’ tab. 
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Choosing the Aged Care client online 

If you select to choose the client online, you first need to determine whether the client is 
already registered in My Aged Care. 

Checking whether the client is registered 
 

Step One: Enter details of the client, using information provided to you by the client. You 
must enter First Name, Last Name and Date of Birth. It is optional to add gender and Aged 
Care ID. Select ‘Search’ to search for your client. 

 

 

 
• If there are any matched client records listed, continue to Step Two. 
• If the search does not display any matches, select the ‘CONTINUE TO REGISTER 

CLIENT’ button and go to ‘Register a new client’. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 16 

 
Where possible, enter the name of the client according to what is shown on the client’s 
Medicare card. 
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Step Two: Review the matched client records including postcode and telephone number. If 
you have a near match, but not on postcode and/or telephone number, check whether the 
client may have moved since registering with My Aged Care. 

Option 1: If one of the displayed records matches the details provided by the client, select 
the radio button in the ‘Select’ column to view additional details about the existing client’s 
record, including Aged Care ID. If all these details match the client, select the confirmation 
check box to proceed. 

 

Option 2: If there are multiple records listed and you are unable to determine which one may 
be for your client, you should raise this with the My Aged Care contact centre (1800 836 
799). You will need to identify yourself as a staff member of your organisation and provide 
the Aged Care IDs for both (all) records. 

The contact centre can assist with identifying the correct record for your client (if they are 
already registered) and note records which may need to be reviewed and/or merged. 

Continue to Create relationship with existing client. 

Create relationship with existing client 
 

Step One: Enter the information to create a relationship with a client in My Aged Care. 
Mandatory questions are identified by a red *. 

• Support provided (will display the support types the outlet is approved for) 
o Advocates will create relationships of Agent (Advocate), care finders will 

create relationships of Agent (care finder), and Elder Care Support staff 
will create relationships of Agent (Indigenous facilitator) 

• Relationship duration (you can enter a future start date, and/or add an end date if the 
client wishes this to be a temporary arrangement) 
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Step Two: Record your, and your client’s, consent in Section 03: 

a) The client’s consent to having a record created in My Aged Care (if you are 
registering the client as part of the process) 

b) Your consent to the relationship (either on behalf of your branch or as an individual), 
and acknowledgment of the agent declaration. 

c) Whether the client has verbally consented to the relationship: 
i. If you select No, go to Step Three 
ii. If you select Yes, go to Step Five 

 

 

Step Three: Select ‘SEND RELATIONSHIP REQUEST’. 
 

 
A success message will display, and the relationship will appear in your ‘Proposed 
relationships’ tab as a ‘Pending’ relationship. 

 

 
Step Four: The client’s will need to provide their consent to My Aged Care for this 
relationship to become ‘Active’, either by: 

a) Calling the My Aged Care contact centre and providing verbal consent 
b) Accepting the relationship via the My Aged Care Online Account 
c) Completing and signing the ‘Appointment of a support organisation’ form. The agent 

can attach this to the relationship request for verification by My Aged Care. 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 18 

Select ‘Yes’ to ‘Verbal consent provided’ if the client has already consented to the creation 
of this relationship. For example, through completion of an agreement with your 
organisation, or by verbally providing their consent to you. 

If you select Yes, you must retain a record of this consent in your organisation’s files and 
may choose to upload this to the client’s record in My Aged Care. 
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Step Five: Select ‘CREATE RELATIONSHIP’. 
 

 
A success message will display, and the relationship will appear in your ‘Active relationships’ 
tab. 

 

 
Step Six: Once the client has provided consent to the relationship, your outlet will receive a 
notification that the relationship has been activated. This notification is viewable in the Tasks 
and Notifications tile and will also be sent to the branch’s nominated email address. 
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Registering a new client and creating a relationship 
 

Step One: If your search does not return a match, select the ‘CONTINUE TO REGISTER’ 
button if you would like to register the client in My Aged Care. 

 

Step Two: Enter the information to register a new client in My Aged Care. Mandatory 
questions are identified by a red *. 

• Personal details (name, gender, contact details) 
• Medicare number (for identity matching with Services Australia systems, however, is 

optional but strongly encouraged to ensure duplicate records are not created) 
• Government ID (if available) 
• Support provided 
• Relationship duration (you can enter a future start date, or add an end date if the 

client wishes this to be a temporary arrangement) 
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Step Three: Record your, and your client’s consent in Section 03: 

a) The client’s consent to having a record created in My Aged Care (if you are 
registering the client as part of the process) 

b) Your consent to the relationship (either on behalf of your branch or as an individual), 
and acknowledgment of the agent declaration. 

c) Whether the client has verbally consented to the relationship: 
i. If you select No, go to Step Four 
ii. If you select Yes, go to Step Six 

 

 

Step Four: Select ‘REGISTER CLIENT AND SEND RELATIONSHIP REQUEST’. 
 

 
A success message will display, and the relationship will appear in your ‘Proposed 
relationships’ tab as a ‘Pending’ relationship. 
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Select ‘Yes’ to ‘Verbal consent provided’ if the client has already consented to the creation 
of this relationship. For example, through completion of an agreement with your 
organisation, or by verbally providing their consent to you. 

If you select Yes, you must retain a record of this consent in your organisation’s files and 
may choose to upload this to the client’s record in My Aged Care. 

http://www.myagedcare.gov.au/


Step Five: The client will need to provide their consent to My Aged Care for this relationship 
to become ‘Active’, either by: 

a) Calling the My Aged Care contact centre and providing verbal consent 
b) Accepting the relationship via the My Aged Care Online Account 
c) Completing and signing the ‘Appointment of a support organisation’ form. The agent 

can attach this to the relationship request for verification by My Aged Care. 

Step Six: Select ‘REGISTER CLIENT AND CREATE RELATIONSHIP’. 
 

 
A success message will display, and the relationship will appear in your ‘Active relationships’ 
tab. 

 

 
Step Seven: Once the client has provided consent to the relationship, your outlet will receive 
a notification that the relationship has been activated. This notification is viewable in the 
Tasks and Notifications tile, and will also be sent to the branch’s nominated email address. 

 

 
Step Eight: Open the client record and update primary contact (if required), client contact 
details and client address. 

 

 
 
 
 

 
For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 22 

New My Aged Care clients receive a My Aged Care Welcome Pack. 
 

If you have registered a new client, once the relationship is Active, you must navigate to 
the client’s record and update their address to ensure they receive the Welcome Pack. 

http://www.myagedcare.gov.au/


Creating a relationship via the My Aged Care website and referring for assessment 

The ‘Apply for an assessment online’ tool can be located on the My Aged Care website: 
https://www.myagedcare.gov.au/assessment/apply-online 

 

 
Step One: First complete Part A to determine the client’s eligibility for an assessment: 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 23 

https://www.myagedcare.gov.au/assessment/apply-online
http://www.myagedcare.gov.au/


Step Two: Proceed to Part B (Your details) and indicate that you are supporting ‘A client’ 
and ‘Yes, I’d like to set up a formal arrangement’ if you are creating a pending Agent 
relationship with your outlet. 

 

 

Step Three: Select that you are supporting the client as ‘An approved organisation’. 
 

 

 
 
 
 
 
 
 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 24 

 
If the client only wants to create a relationship with you (as opposed to your outlet), select ‘No 
I’m just completing this task for them’. This will allow you to submit the application, and you 
can create the relationship from the Service and Support portal at a later time. 

 
Do not select ‘A professional support worker’, as this is intended to be used by individuals who 
are not a part of an approved organisation, and will access My Aged Care via myGov/Online 
Account. 

https://en.wikipedia.org/wiki/Exclamation_mark
http://www.myagedcare.gov.au/


Step Four: You can then search for your organisation, by Name or Location/State. 
 

 
Step Five: Select ‘No, anyone from the organisation is fine’ to request an outlet relationship. 

 

 

After submitting, you will receive a confirmation that your application has been received and a 
reference number (which you can use when calling My Aged Care). 

 
If the application has processed successfully, a pending relationship will be created that will 
require the client to provide consent to activate the relationship (either by calling My Aged Care, 
talking to their assessor, or via their Online Account). 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 25 

 
Do not select ‘Yes’, there is a system issue that prevents the relationship being created 
correctly. If the client only wants to create a relationship with you, you will need to go back to 
the start of Part B and select ‘No I’m just completing this task for them’, and set up the 
relationship in the Service and Support portal after the application has been submitted. 

https://en.wikipedia.org/wiki/Exclamation_mark
https://en.wikipedia.org/wiki/Exclamation_mark
http://www.myagedcare.gov.au/


Managing relationships and accessing client information 
 

To manage client relationships and access client information for clients that you or your 
branch supports, navigate to the ‘Manage client relationships’ tile. 

 

Display within ‘Manage client relationships’ tile 
After selecting the ‘Manage client relationships’ tile, you will be navigated to the ‘Proposed 
relationships’ tab. The ‘CREATE CLIENT RELATIONSHIP’ button can be selected from any 
tab. 

 

There are 4 tabs in this view: 

• Proposed relationships: client relationships that are ‘Pending’ and may require you (or 
your branch’s) action. 

• Active relationships: client relationships that are in place. You will access client 
information from this tab. 

• Pending documents: documents that are pending action, either from you or My Aged 
Care. 

• Declined and ended relationships: relationships that were declined (by the client or 
you/your branch), relationships that have reached their end date, or been removed by 
one of the parties. 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 26 

http://www.myagedcare.gov.au/


Relationship status and what does this mean? 
Client relationships in the Service and Support portal can have several statuses, which will 
determine which tab they are displayed in: 

 

Pending – is a request to establish a relationship that is not yet active. This may be because 
the start date of the relationship is in the future or action is required by the agent or agent 
manager. Actions may include accepting (by providing consent), declining, or adding 
documents to support the relationship (e.g., Appointment of support organisation form with 
written consent). Pending relationships will appear in the ‘Proposed relationships’ tab. 

Active – an established client relationship, with consent received and recorded by both 
parties. Active relationships will appear in the ‘Active relationships’ tab. 

Declined and Ended – shows requested client relationships that were declined (by the client 
or branch) and relationships that were active and have since ended (either by passing the 
relationship end date or being removed by either the client or branch). These relationships 
will appear in the ‘Declined and ended’ tab. 

Client relationship cards 
 

Client relationship cards will include all relevant information about the relationship, including: 

• Client name 
• Client details 
• Relationship type and relationship details 
• Relationship status 
• Action required (if any) and by whom 

 

 
 
 
 
 
 
 
 
 

 
For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 27 

http://www.myagedcare.gov.au/


Actioning pending relationships 

All actionable relationships will be in the ‘Proposed relationships’ tab and may require 
different actions. The action required will be indicated in the blue information banner on the 
client’s card. 

 

1. Accept a relationship request e.g. a relationship created by an assessor with the 
client’s consent 

 
Select ‘ACCEPT’ and provide you/your branch’s consent to the relationship. 

The relationship will display in the ‘Active relationships’ tab. 
 

2. Decline a relationship request – if you are unable to support the client. 
 

Select ‘DECLINE’ and provide you/your branch’s consent to the relationship. 

The relationship will be visible in the ‘Declined and ended relationships’ tab. 
 

3. Add documents to a relationship you have requested e.g., the client has provided 
written consent in an ‘Appointment of support organisation’ form 

 
Select ‘ADD DOCUMENTS’ to upload the ‘Appointment of a support organisation’ 
form and submit to My Aged Care. 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 28 

http://www.myagedcare.gov.au/


 
You will be notified when the relationship has been actioned/activated. 

 
Accessing client information in the My Aged Care Online Account 

To access client information, navigate to the ‘Active relationships’ tab in the ‘Manage client 
relationships’ tile. 

 

 

 
Select the client’s name (hyperlink), and a new page will open with the client’s record in a 
view of the My Aged Care Online Account. Each tiles will have a summary of the functions 
within each tile to help navigate the Online Account. 

 
 
 
 
 
 
 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 29 

Agents can only access client information for ‘Active’ client relationships with the branch, 
or for specific clients they have an individual relationship with i.e., named individual 
relationship. 

As a staff member of an approved support organisation, you must only access information 
that is necessary for your support of a client as an Agent. You must not access information 
about clients that you are not actively involved with. 

http://www.myagedcare.gov.au/


 
 

For guidance on understanding and accessing client information in the My Aged Care Online 
Account, see the guidance materials on the My Aged Care website. 

 

 
Ending client relationships 

If the client no longer requires your assistance and has requested to end the relationship, or 
has removed their consent to the relationship, you can action this from your portal. 

Step One: Navigate to the ‘Active relationships’ tab in the ‘Manage client relationships’ tile. 
 

 
Step Two: Select the trash can icon for the relationship you wish to remove. 

 

 

 
For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 30 

Agents can only view one client’s record in the Online Account at a time. If another 
client’s record is opened from the Service and Support portal, any unsaved work in the 
other record will be lost. 

https://www.myagedcare.gov.au/how-use-your-online-account
http://www.myagedcare.gov.au/


Step Three: Confirm you wish to remove the relationship. 
 

 
The relationship will be displayed in the ‘Declined and ended relationships’ tab. 

 
Extending relationships with an end date 

If a client relationship has been added with an end date, your branch will receive a 
notification when 30 days remain. No notification will be sent if a relationship has a duration 
under 30 days. 

You can view this notification in the ‘Support Notifications’ tile. 
 

 
If the client would like to extend the relationship, both your and the client’s consent is 
required. You can either: 

• call the My Aged Care contact centre (with the client) to request the relationship be 
extended 

• submit a new ‘Appointment of support organisation’ form 
• create a new relationship with a future start date. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 31 

http://www.myagedcare.gov.au/


Agent Manager functionality in My Aged Care 

As an Agent Manager, you are responsible for ‘managing’ your assigned organisation and/or 
branch(es), and can: 

• accept/decline relationships; 
• assign relationships to individuals; 
• generate relationship reports for your branch; 
• edit the branch email for notifications about client relationships; 
• create, manage and deactivate staff accounts; and 
• administer outlets for the organisation. 

 

 
Organisation Agent Manager versus Outlet Agent Manager 

 
Agent Managers can be assigned at either the Organisation or Outlet level. The below table 
details the different functions available to a staff member based on the role(s) they have been 
assigned. 

 
Please note: if a staff member also holds a service provider role (e.g. Administrator or Team 
leader), they will need to toggle to the function that they wish to perform (i.e. service functions or 
support functions). 

 

 
 
 
 
 
 
 
 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 32 

 
Your obligations as an Agent Manager in My Aged Care 

• Ensure proposed relationships for your branch are regularly reviewed and are 
actioned/assigned within a reasonable timeframe 

• Review open ended relationships (without end dates) and take action to end them 
if the client no longer requires support 

• Ensure relationship notifications for your branch are regularly reviewed and acted 
upon where required (e.g. expiring relationship) 

• Ensure new staff are trained on how to use the system and are provided with the 
relevant training materials and guidance 

• Keep branch and staff contact details up to date 

• If a staff member leaves your organisation, ensure their staff account is 
deactivated and no longer has access to My Aged Care 

• Manage outlets for the organisation 

http://www.myagedcare.gov.au/


 

Agent Manager 
(Outlet level) 

Agent Manager 
(Organisation level) 

• Can access Support staff administration 
• Can view staff assigned to the outlet and 

their roles 
• Can ADD/UPDATE Agent and Agent 

Manager roles to outlet staff only 
• Cannot add/update service related roles 

• Can access Support staff administration 
• Can view ALL organisation staff and their 

roles 
• Can ADD/UPDATE Agent and Agent 

Manager roles for ALL organisation staff 
and assign to Support outlets 

• Cannot add/update service related roles 
• Can access Support outlet 

administration 
• Can view outlet details for the outlet they 

are assigned to 
• Can UPDATE outlet name, address and 

contact details 
• Cannot update service outlets 

• Can access Support outlet 
administration 

• Can view ALL outlets in the organisation 
• Can UPDATE outlet name, address and 

contact details for support-enabled outlets 
• Cannot update service outlets 

 
Actioning pending relationships 

 
From the ‘Manage client relationships’ tile, an Agent Manager can accept/decline a 
relationship in the same way an agent can, however have the additional capability to ‘Assign’ 
relationships to individual staff members where the client has requested. Agent managers 
cannot accept relationships requested with individuals, as that individual staff member is 
required to consent to the relationship themselves. 

The ‘ASSIGN’ button will appear on the pending client cards if an assessor or client has 
indicated that the client wishes to only work with one person at the branch. 

 

 
The ‘Requested staff member’ will be displayed on the card, and you must confirm the 
requested staff is a staff member within your branch before assigning. 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 33 

http://www.myagedcare.gov.au/


 
 

Select ‘ASSIGN’ and select the requested staff member using the drop-down menu. After 
selecting the staff member, you will then need to select ‘ASSIGN’ again. 

 

 
The assigned Agent will then be required to Accept or Decline the relationship to Activate the 
relationship. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 34 

As the ‘Requested staff member’ is a free text field, the name may not always be correct, 
so you may need to contact the client for further information if it is not clear. 

https://en.wikipedia.org/wiki/Exclamation_mark
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Reporting on client relationships for your branch 
 

To generate a summary report of the client relationships in your branch, navigate to the 
‘Support reports and documents’ tile. 

 

 
From the Reports list, select the ‘My Aged Care Clients with Support Relationships’ report. 

 

 
The ‘Generate report’ page will display. 

 

 
Enter your report parameters and select ‘REQUEST REPORT’. You will need to type into the 
report parameter fields to select an option and must select the + icon to add the parameter. 

 
 
 
 
 
 
 
 
 
 
 
 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 35 

http://www.myagedcare.gov.au/


 

The report will generate. If connection is fast, it will download directly through your browser, 
or you can access it from the Reports main tab. 

 

 

 
Viewing notifications and editing notification email address 

If a relationship is established with a client, your branch will receive notifications about the 
status of the relationship: 

• New relationship request: a pending relationship has been requested and requires 
action 

• Relationship activation: a client relationship is now active 
• Relationship inactivation: a client relationship has ended 
• Expiring relationship: a client relationship is due to expire in 30 days 

These notifications can be viewed in the ‘Notifications’ tab in the ‘Support notifications’ tile. 
These notifications will also be sent to the nominated branch email address. 

 

 
 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 36 

The ‘Start date’ is when the relationship commenced with your branch or named staff 
member. If you wish to report on all relationships for your branch, enter the date you 
commenced operation. 

When a new relationship is requested (initiated by a client, assessor or contact centre 
agent) the branch will receive notification of the relationship request for action. 

https://en.wikipedia.org/wiki/Exclamation_mark
https://en.wikipedia.org/wiki/Exclamation_mark
http://www.myagedcare.gov.au/


 
 

 
Editing branch notification email address 

To edit the email address that relationship notifications are sent to, select ‘Notification 
settings’ in the Support Notifications tile and then ‘NOTIFICATION SETTINGS’ on the branch 
you wish to manage. 

 

 
Enter the email address that you wish to update into the ‘Send email to’ field and select 
‘SAVE’. 

 

 

 
 
 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 37 

Only notifications for the last 30 days will display in the portal. 

Relationship notifications cannot be disabled. 

https://en.wikipedia.org/wiki/Exclamation_mark
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Support staff administration 
 

The Agent Manager role has the responsibility of creating and managing staff accounts for 
the organisation/branches they are assigned to. To manage staff, navigate to the ‘Support 
staff administration’ tile. 

 

You will be presented a view of all staff members at your selected organisation/branch: 
 

 

 
 
 
 
 
 

 
For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 38 

 
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 filter. 

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. 

http://www.myagedcare.gov.au/


The different functionality available to an Organisation Agent Manager versus Outlet Agent 
Manager in Support staff administration is: 

 
Agent Manager 

(Outlet level) 
Agent Manager 

(Organisation level) 
• Can access Support staff administration 
• Can view staff assigned to the outlet and 

their roles 
• Can ADD/UPDATE Agent and Agent 

Manager roles to outlet staff only 
• Cannot add/update service related roles 

• Can access Support staff administration 
• Can view ALL organisation staff and their 

roles 
• Can ADD/UPDATE Agent and Agent Manager 

roles to staff 
• Cannot add/update service related roles 

Add a new staff member 
 

To create a new staff member, select the ‘Add New Staff’ button. 
 

 
You will need to input mandatory details (First Name, Last Name, Email and one contact 
number) of the new staff member before assigning the roles they will perform for the branch. 

 

 
Select ‘ASSIGN ROLES’ to assign roles to your staff member. 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 39 

Before adding a new staff member in My Aged Care, as an Agent Manager you have an 
obligation to ensure they have created their myGovID and it has been linked to your 
organisation. 

http://www.myagedcare.gov.au/


Note: you can assign roles at any stage. 
 

 
Select which roles the staff member will perform: Agent Manager and Agent. Select ‘NEXT’. 

 

 
For each role you have selected for the staff member, you must select the branch/outlet they 
will be assigned to for that role: 

 

 

 
Note: if an Agent Manager is assigned at the organisation level, they will also be given the option 
to assign the staff member to the organisation. 

 
Select ‘SAVE ROLES’ once all roles have been assigned to the staff member. 

 
 
 
 
 
 

 
For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 40 

http://www.myagedcare.gov.au/


To edit roles that you have added, select ‘MANAGE ROLES’ on the ‘Add Staff Member’ 
page, this will allow you to make any changes before saving the new staff member. 

 

 
Select ‘SAVE’ to save the roles and assigned outlets for the staff member. 

 
 

Editing an existing staff member 
To edit an existing staff member’s account as an Agent Manager, you can do this by 
selecting the 'Support Staff administration' tile. 

 

 

 
 

 
For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 41 

It is important to note that your access level whether it is at an outlet or organisation 
level will also impact which staff records you are able to edit 

http://www.myagedcare.gov.au/


Search for and select the name of the staff member on the 'Staff card' that you wish to edit. 
 

 
You will be redirected to the ‘View staff member’ page, which will display the staff member’s 
details. Select the 'EDIT STAFF DETAILS' button. 

 

 
The ‘Edit staff member’ page will display all information currently entered for the staff 
member, including the roles and outlets they are currently assigned. Select the ’MANAGE 
ROLES’ button to edit roles and outlets previously assigned. 

 
 
 
 
 
 
 
 
 
 
 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 42 

http://www.myagedcare.gov.au/


 

The ‘Manage roles’ pop-up window will be displayed. Select/remove the required role(s) and 
then select ’NEXT’ 

 

 
Then select the outlet(s) they will be performing each role in, and select ‘SAVE ROLES’ 
when you’re done. 

 

 
 
 
 

 
For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 43 

http://www.myagedcare.gov.au/


You will be navigated back to the ‘Edit staff details’ page. Click ‘SAVE’ to finalise the edits to 
the staff member. 

 

 

 
Deactivating a staff member 

 
If a staff member leaves your organisation, as an Agent Manager you have an obligation to 
deactivate their staff account in My Aged Care. 

 

By selecting the staff’s name on the staff card, you can view the ‘DEACTIVATE’ button on 
the ‘View staff member’ page. 

 

 
You will be prompted to confirm the staff member you are deactivating and that all access 
will be revoked upon deactivating. 

 
 
 
 
 
 
 
 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 44 

Before deactivating any staff accounts, you must ensure that any clients supported by that 
staff member specifically have been appropriately managed. 

https://en.wikipedia.org/wiki/Exclamation_mark
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http://www.myagedcare.gov.au/


 
 

The staff member will now be removed from the staff view and will no longer be able to 
access My Aged Care or client information. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 45 

http://www.myagedcare.gov.au/


Support Outlet Administration 

Agent Managers can edit branch details, by navigating to the ‘Support outlet administration’ 
tile. 

 

 

The Support outlet administration page will display. Information about the organisation, 
branch and supports that are offered by the branch are displayed here, as well as any outlets 
(branches) you are assigned to. 

There will be different functionality available to an Organisation Agent Manager versus Outlet 
Agent Manager in Support outlet administration: 

 

Agent Manager 
(Outlet level) 

Agent Manager 
(Organisation level) 

• Can access Support outlet 
administration 

• Can view outlet details for the outlet they 
are assigned to 

• Can UPDATE outlet name, address and 
contact details 

• Cannot update service outlets 

• Can access Support outlet administration 
• Can view ALL outlets in the organisation 
• Can UPDATE outlet name, address and 

contact details for support-enabled outlets 
• Cannot update service outlets 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 46 

The Department will set up your Organisation and Branch, and you will only be required to 
use ‘Support outlet administration’ to update your branch’s details if they change from 
what was originally provided to the Department as part of the system onboarding. 

https://en.wikipedia.org/wiki/Exclamation_mark
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Editing outlet details 
 

Select the Branch (outlet) that you wish to edit. 
 

 
 

The ‘View outlet’ page will be displayed. 
 

 
On this page Agent Managers can edit: 

• Branch address details 
• Branch contact details 
• Support types offered by the branch (Note: these have been added by the 

department and should not be edited) 

You will not be able to deactivate a branch while there are active support relationships. 
 
 
 
 

 
For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 47 

http://www.myagedcare.gov.au/


Other Department of Health and Aged Care and My Aged Care 
resources 

In addition to this guide, the below resources are available on the Department’s website and 
My Aged Care website: 

 

Service and Support portal materials 

Logging in to the Aged Care Systems  

Service and Support portal User Guide: Tasks and Notifications 

Service and Support portal resources 

My Aged Care Online Account materials 

How to use your Online Account | My Aged Care 

Your Online Account Guide: Summary | My Aged Care 

Your Online Account Guide: Services | My Aged Care 

Your Online Account Guide: Plans | My Aged Care 

Your Online Account Guide: Current care approvals | My Aged Care 

Your Online Account Guide: Seeking home care services preference | My Aged Care 

Your Online Account Guide: Profile | My Aged Care 

Your Online Account Guide: Support Networks | My Aged Care 

Your Online Account Guide: Reports | My Aged Care 

Your Online Account Guide: Interactions with My Aged Care | My Aged Care 

Your Online Account Guide: Notifications | My Aged Care 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 48 

https://www.health.gov.au/resources/publications/logging-in-to-the-aged-care-systems
https://www.health.gov.au/resources/publications/my-aged-care-service-and-support-portal-user-guide-tasks-and-notifications
https://www.health.gov.au/resources/collections/my-aged-care-service-and-support-portal-resources
https://www.myagedcare.gov.au/how-use-your-online-account
https://www.myagedcare.gov.au/help-with-your-summary
https://www.myagedcare.gov.au/help-with-services
https://www.myagedcare.gov.au/help-with-plans
https://www.myagedcare.gov.au/help-with-approvals
https://www.myagedcare.gov.au/help-with-home-care
https://www.myagedcare.gov.au/help-with-your-profile
https://www.myagedcare.gov.au/help-with-relationships
https://www.myagedcare.gov.au/help-with-reports
https://www.myagedcare.gov.au/help-with-interactions
https://www.myagedcare.gov.au/help-with-notifications
http://www.myagedcare.gov.au/
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