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CHSP Financial Hardship Policy

Purpose

The purpose of this policy is to ensure clients who experience genuine financial hardship can
access, continue, or resume CHSP services without being denied care due to inability to pay
client contributions. This policy operationalises the CHSP Client Contribution Framework
principles (consistency, transparency, hardship, reporting, fairness, sustainability).

Authorisation

This policy is approved by the and issued under the authority of the Chief Executive Officer
(CEQ). The CEO may authorise amendments to this policy at any time.

Scope
This policy applies to all HRC staff and details conditions, processes and responsibilities in
relation to all CHSP services we deliver. (Note: sector support & development and certain

excluded activities under the Framework are not subject to client contributions.)

Definitions

The amount a client is asked to pay toward the cost of a
CHSP-funded service. Contributions must not exceed the

Client Contribution actual cost of delivering the service and must be applied
consistently, transparently, and in line with the CHSP Client
Contribution Framework.

Information provided directly by the client or their
representative describing their financial circumstances.
Supporting documentation may be requested where
available (e.g., bank statement, Centrelink letter, medical
bills), noting the assessment process should be light-touch
and dignity-preserving.

Self-Declared Evidence

The organisational role responsible for assessing hardship
applications, approving or declining hardship requests,
determining duration and review periods, and ensuring all
decisions align with this policy and the CHSP Client
Contribution Framework.

Service Manager (or
Delegate)

The Australian Government reporting system through which
CHSP providers record service delivery and client
contribution data. Adjustments due to hardship must be
reflected in DEX where required.

Data Exchange (DEX)
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A decision to temporarily remove the requirement for the
Waiver consumer to pay a client contribution for specified services
and/or for a specified period.

A decision to temporarily lower the amount of the client
Reduction contribution for specified services and/or for a specified
period.

The Executive Manager — Support at Home (or equivalent
Policy Owner role responsible for CHSP service delivery), accountable for
maintaining, reviewing, and implementing this policy.

Policy statement
Policy Basis and Obligations

The Australian Government funds the bulk of CHSP service costs. Providers must have a
publicly available client contribution policy and must apply a principles-based approach to
charging, collecting and reporting contributions.

Providers cannot charge more than the actual cost of the service and should discuss
capacity to pay with the client, considering hardship provisions.

Clients are expected to contribute if they can afford to, and providers must protect those
most vulnerable from hardship.

Principles

¢ No denial of service due to hardship: We will not deny or withdraw CHSP services
solely because a client cannot pay the requested contribution.

o Proportionality & fairness: Contributions will be set with regard to capacity to pay and
must not exceed actual service cost.

e Transparency: Fees are discussed before services start, documented in the Service
Agreement, and our policy is publicly available.

e Reporting: Contributions collected are reported via the Data Exchange, consistent
with grant obligations.

e Consistency: The Framework guides local arrangements; we apply a standard
process for hardship assessment and decisions

Eligibility for hardship consideration

A client may be considered for hardship if paying their contribution would cause financial
stress or inability to meet reasonable living expenses. Indicators can include (not limited to):

Low or fluctuating income; high health/medication costs; unexpected expenses; recent life
events; caring responsibilities; housing instability.
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Evidence may be self-declared with supporting documentation where available (e.g., bank
statements, Centrelink letters). (Providers commonly set out workable evidence expectations
under their hardship policy).

Note: Government financial hardship assistance (fee reduction supplements) is available in
Support at Home and residential care under separate rules administered via My Aged Care;
CHSP hardship is provider-managed (waiver/reduction of client contributions) under this

policy.

How hardship works under this policy

What we can do: Temporarily reduce, waive, or cap the client contribution for specific
services or a defined period; reschedule payments; offer instalments; bundle contributions
across concurrent services to avoid prohibitive costs.

What we cannot do: Charge contributions above actual cost; implement blanket waivers
without assessment; back-date waivers beyond the application date unless an administrative
error occurred.

Application & assessment process

1. Client (or representative) completes the CHSP Financial Hardship Application Form
and submits it with any supporting documents to our Support at Home team (email,
post, or in person).

2. Acknowledgement within 2 business days; urgent cases triaged same day.

3. Assessment within 10 business days by the Service Manager (or delegate) against
this policy and the Client Contribution Framework principles. We consider the
type/volume of services, other aged care supports, and cumulative contributions to
avoid unreasonable burden.

4. Decision letter outlines outcome (approve/decline), amount and duration of waiver or
reduction, and review date.

Decision and adjusted contributions are captured in the client file and reflected in Data
Exchange reporting where applicable.

Duration, reviews & changes

e Approvals are typically 3—6 months, with earlier review if circumstances change.

o Clients may re-apply or request a review at any time (e.g., new expenses or reduced
income).

e On expiry, we reassess and either continue, adjust, or cease hardship arrangements.

Privacy & dignity

Information supplied for hardship is handled under our Privacy Policy; assessment strives to
be light-touch and respectful, seeking only what is reasonably necessary. (This aligns with
good practice across CHSP providers.)

SaH CHSP Financial Hardship Policy, FINO3 V1.0 Page 3 of 6

The electronic version of this document is the approved and current version and is located on SharePoint. Any
printed version is uncontrolled and therefore not current.



Huon

Regional
(0F:1 !

Complaints & appeals

Clients can appeal a decision by writing to the Service Manager within 20 business days. We
will review within 10 business days. Clients may also contact My Aged Care for general
advice or lodge complaints through our standard complaints process.

Roles and responsibilities

Executive Manager SAH

Maintains, reviews, and updates the Financial Hardship
Policy.

Ensures alignment with the CHSP Client Contribution
Framework and Commonwealth guidance.

Oversees implementation across the Support at Home
program.

Provides final approval on complex or high-risk hardship
decisions.

Ensures the policy is publicly available and included in client
information packs.

Service Manager SAH

Leads the assessment and determination of hardship
applications in accordance with this policy.

Ensures assessments are fair, transparent, timely, and
consistent with service access principles (no denial due to
inability to pay).

Issues written decision letters including contribution
adjustments, duration, and review dates.

Records decisions in the client file and ensures adjusted
contributions are reflected in Data Exchange (DEX)
reporting.

Triages urgent requests and provides same-day responses
where required.

Notifies Care Partners and scheduling staff where hardship
arrangements change care planning or service billing.

Care Partner

Discuss fees, contributions, and hardship options with
consumers during onboarding and at review points.

Support consumers to complete the hardship application
form if needed.

Communicate any change in a consumer’s circumstances to
the Service Manager.

Update care plans when hardship arrangements affect
service frequency or cost.

Finance Team

Provides cost modelling to ensure contributions do not
exceed the actual cost of service delivery.

Ensures adjusted contributions are reflected correctly in
invoicing and internal financial systems.

Supports revenue sustainability and identifies trends in
hardship uptake.
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Works with Support at Home to ensure DEX reporting of
contributions remains accurate.

Quality, Risk & Reviews hardship processes for compliance with the CHSP
Compliance Client Contribution Framework and relevant organisational
policies (e.g., Privacy).
Monitors for consistency, fairness, and potential systemic
issues.
Supports continuous improvement initiatives related to client
contributions and hardship.

Client and/or Provide accurate information regarding their financial
Representatives circumstances.
Submit the hardship application form and any optional
supporting documentation.
Notify the organisation if their circumstances change during a
hardship period.
Request a review or appeal a decision if they disagree with
the outcome

Chief Executive Officer Approves the policy and any major updates.
(CEO) Ensures organisational systems and resources support fair
and transparent hardship processes.

Breach of policy

All employees are expected to conform with this policy. In proven instances where
employees or management do not abide by the policy, disciplinary action may result.

Legislation, standards and processes

Legislation
o Aged Care Act 2024 (Cth); Aged Care Statement of Rights & Principles
This policy supports the following standards:

e Aged Care Quality Standards 2025: Standards 1-5

Associated documents and processes

e Privacy & Confidentiality Policy
e CHSP Financial Hardship Procedure
e CHSP Financial Hardship Application Form

Resources

e N/A
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