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1. PURPOSE 
Bene Aged Care (Bene) is committed to delivering high-quality support services with consideration of each 
older person’s goals, choices and preferences underpinned by a strong emphasis on wellbeing and 
reablement. We are dedicated to ensuring equitable access to all older people requiring care and services. 
This policy sets out how older people experiencing financial hardship can access funded aged care services 
without being disadvantaged by fees or contributions. At Bene, we ensure financial hardship does not prevent 
older people from accessing the Commonwealth Home Support Program (CHSP) in line with the Statement of 
Rights and Aged Care Act 2024. It provides a consistent and compassionate approach, in accordance with our 
vision, mission and organisational values: Respect, Openness, Fairness, Unity, Excellence, Integrity and Culture. 
It supports timely identification of older people experiencing financial difficulty, describing our person-
centred, fair and transparent process for assessing and approving fee reductions or waivers, in accordance 
with program guidelines and the Strengthened Aged Care Quality Standards. 

 

2. SCOPE 
This policy applies to services delivered under the Commonwealth Home Support Program (CHSP).  
The objectives of this policy are to: 

• Support equitable access to services for individuals experiencing financial hardship; 

• Provide clear guidance on how to request a waiver, reduction of fees or contributions; 

• Outline the evidence required and the process for submitting an application; and  

• Ensure decisions are made consistently, fairly and in line with legislative requirements.  
 
This policy applies to:  

• CHSP client contributions; and 

• All workers involved in administering fee contribution and hardship applications. 
 

This policy does not: 

• Apply to older people who have the financial capacity to meet their assessed contributions, however, 
actively choose not to pay their fees. 

• Services delivered outside of funded arrangements with Bene including privately funded, fee-for-
service, or services funded under separate programs. 

• Relate retrospectively to debts that have been formally referred to a debt collection agency or are 
subject to legal proceedings. 

 
3. POLICY STEPS AND REQUIREMENTS 

3.1. Applying for financial hardship 

Under the National CHSP Client Contribution Framework, Bene is expected to charge older people 
contributions if they can afford it. We believe financial circumstances should never be a barrier to older 
people receiving the care and support they need. Where genuine financial hardship is identified, Bene 
will consider a waiver or reduction of contributions to ensure continued equitable access to services. 
There is no formal means testing for CHSP contributions. Bene will have regard to the national 
reasonable contribution ranges when making decisions about equitable contributions and hardship 
outcomes. Older people who access multiple service types of CHSP funding are required to contribute 
to each of those, subject to their capacity to pay. For example, if an older person receives individual 
social support, transport and social support group services, they are required to contribute to each of 
those. 

Bene is committed to ensuring older people are informed of their CHSP contribution requirements in a 
transparent and person-centred manner, and that appropriate support is available to those experiencing 
financial hardship.  

Bene will assess applications for hardship assistance individually, fairly and consistently on a case-by-case 
basis with due regard to individual circumstances and wellbeing in line with this policy and legislative 
requirements.  

 

 

https://www.health.gov.au/our-work/chsp?language=en
https://www.agedcarequality.gov.au/workers/statement-rights
https://www.agedcarequality.gov.au/workers/statement-rights
https://www.health.gov.au/resources/publications/about-the-aged-care-act-2024-plain-language-fact-sheet?language=en
https://bene.csassurance.com/refdoc_atts/80f88b80-fdfc-013c-d34e-0a33d4b7df1d
https://www.agedcarequality.gov.au/providers/quality-standards/strengthened-aged-care-quality-standards
https://www.health.gov.au/sites/default/files/2025-10/appendix_e_-_chsp_national_unit_price_ranges_and_guide_to_the_national_chsp_client_contribution_framework.pdf
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3.2. Evidence requirements 
To assess an application for financial hardship under CHSP, individuals must provide evidence that 
demonstrates their inability to pay program fees or CHSP contributions without compromising essential 
living expenses using the Bene CHSP Fee Waiver Application Form. 
Acceptable evidence may include:  

• Proof of income. 
Examples: recent pension statement, Centrelink income summary, payslips or tax return. 

• Bank statements. 

Showing current account balances and recent transactions. 

• Evidence of significant expenses. 
Examples: medical bills, rent or mortgage statements or utility bills. 

• Other supporting documentation. 

• Any relevant documents that help explain the individual's financial situation (e.g. debt notices, 
dependent persons, hardship letters from financial institutions). 

 
3.3. Submission 

Submission of evidence must be submitted together with the completed CHSP Fee Waiver Application 
Form request:  

• By email to: accounts.community@bene.org.au   

 
3.4. Privacy and confidentiality 

All information provided to Bene in connection with hardship applications is treated with privacy and 
confidentiality. It is stored securely and used only for the purpose of assessing the application in 
accordance with privacy legislation and Bene’s policies and procedures. 
 

3.5. Principles and calculations 

When assessing applications for financial hardship under CHSP, Bene will apply the following principles: 

 

• Equitable access: Access to Bene services is not determined by an older person's financial capacity. 
Hardship arrangements exist to ensure services remain accessible to those who need them. Bene will 
consider the financial circumstances of older people such as pensioners, older people on a low 
income and self-funded retirees in an ethical and unbiased way. 

• Consistency: All older people who can contribute to the cost of their care are expected to do so. 
Contributions will not exceed the actual cost of service provision and will be agreed with the older 
person. Contributions should not exceed the actual cost of service provision. 

• Fairness: Hardship decisions consider older people’s full financial circumstances. This includes 
essential expenses, income and other relevant factors. Decisions are made in a moral, proportionate 
way without prejudice. Bene considers the socio-economic factors within our local service areas 
when setting older person contribution amounts. There will be times when clients are unable to 
contribute to their service delivery and they will not be disadvantaged if they are unable to afford the 
service. 

• Hardship: Waivers or reductions are granted only where paying the contribution would compromise 
essential living expenses. Evidence requirements and calculation principles are outlined in this policy. 

• Transparency: Contribution and hardship arrangements are clearly explained to all older people at 
the point of service commencement and whenever their circumstances change. This occurs in a way 
the older person understands with advocacy and translator support (if needed). This policy is publicly 
available on the Bene website. A copy of this policy is provided to all new and existing older people 
as part of intake and assessment. 

• Sustainability: Contribution revenue supports ongoing service delivery at Bene and service expansion. 
Waivers and reductions are granted where genuine hardship is demonstrated, balanced against 
Bene’s capacity to maintain care and services. 
 
 

https://bene.csassurance.com/refdoc_atts/86195f30-3e46-46d9-ae0e-36e9c6df52be
https://bene.csassurance.com/refdoc_atts/86195f30-3e46-46d9-ae0e-36e9c6df52be
https://bene.csassurance.com/refdoc_atts/86195f30-3e46-46d9-ae0e-36e9c6df52be
mailto:accounts.community@bene.org.au
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• Processes: Having established systems and processes in place regarding contributions and financial 
hardship. If older people are unable to contribute to their service delivery, we have a CHSP Fee Waiver 
Application Form. If an older person is approved for a reduction or waiver in their contribution, the 
decision will be reviewed on an annual basis in line with the care plan and service agreement. 

• Record keeping and reporting: All contributions collected and waived are recorded and reported in 
line with the CHSP Grant Agreement and in our internal financial systems. 

• Empathetic and understanding approach to non-payment: When an older person falls into arrears of 
more than 14 days without prior arrangement, Bene staff will reach out with sensitivity to understand 
the rationale for non-payment. If financial hardship is identified, a Fee Waiver Form will be completed 
and reviewed. Where hardship is not the primary issue, staff will work with the older person to agree 
on a suitable payment plan. If the outstanding amount remains unpaid 14 days after it was due, a 
written reminder will be issued requesting payment within 7 days. Once all avenues have been 
explored, Bene will determine how to manage the debt. This may include withdrawal or cessation of 
services at Bene's discretion if capacity to pay is not in question. The older person will be informed 
of any decision in writing and their right of appeal explained. 

• Rights and review: Older people have the right to request a review of any hardship decision and to 
make a complaint if they believe their application was not considered fairly, in accordance with our 
Feedback and Complaints Policy and the Statement of Rights. 

 
3.6. Calculation method 

Fee reductions or waivers will be determined based on the individual's capacity to pay, considering 

income, essential expenses and overall financial circumstances. 

The outcome of an individual’s financial hardship application, including any agreement to reduce or 
waive the contributions, will be documented in the older person’s service agreement. 

 
3.7. Non-payment of client contribution 

If a client fails to make payments and is in arrears of over 14 days without prior arrangement, the Client 
Coordinator will follow up with the client to: 

 

• Understand their rationale for underpayment – is there an acute financial hardship taking place for 
the client? Complete a Fee Waiver Form and review. 

• Discuss mutually agreed options for clients to get on top of their missed payments. This could be in 
the form of payment plans. 

• If the client fails to pay the agreed outstanding amount 14 days after the fee was due, a written 
reminder will be issued, requesting payment within 7 days. 

• Once all avenues have been explored, Bene will decide how to manage the debt. 
o If ability to pay is not an issue, the organisation may notify the person that services will be 

withdrawn. 
o If payment is still not made within a total of 21 days of the original due date, services can be 

ceased at the discretion of Bene. 
o The client will be informed in writing of Bene’s decision and will have their right of appeal 

explained to them. 

 
3.8. Review of financial hardship decisions  

Individuals may at any time submit a request that a decision related to a financial hardship application 
be reviewed.  
All efforts will be made to review the facts and circumstances of a given financial hardship decision and 
ensure that:  

• All procedures outlined in this policy were applied accurately and appropriately;  

• The decision is consistent with the principles outlined in this policy and the Statement of Rights; and  

• All legal and ethical requirements were upheld. Bene respects the rights of individuals and their 
supporters to make a complaint if they believe that their circumstances or an application for a 
financial hardship was not considered fairly. 

https://bene.csassurance.com/refdoc_atts/86195f30-3e46-46d9-ae0e-36e9c6df52be
https://bene.csassurance.com/refdoc_atts/86195f30-3e46-46d9-ae0e-36e9c6df52be
https://bene.csassurance.com/refdoc_atts/deeb2f40-de02-013e-2d68-0a58a9feac02
https://www.agedcarequality.gov.au/older-people/your-rights/statement-rights
https://www.agedcarequality.gov.au/workers/statement-rights
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4. RESPONSIBILITIES  
4.1. Bene responsibilities  

• Ensure that all contribution arrangements, including waivers or reductions, are documented in the 
individual's service agreement. 

• Assess hardship applications fairly and consistently, in line with this policy and all legal and ethical 
requirements.  

• Maintain confidentiality of all client information. 

• Report contribution amounts as required under the grant agreement. 

 
4.2. Older person’s responsibilities 

• Provide accurate information and supporting evidence when applying for financial hardship. 

• Notify the provider of any changes in financial circumstances; and  

• Pay agreed contributions unless waiver or reduction has been approved. 

 
4.3. Manager Community Services is responsible for: 

• Ensuring this policy is implemented, distributed to relevant employees, and consistently followed 
across Community Services. 

• Ensuring appropriate processes are in place for assessing, documenting, and reviewing CHSP fee 
reduction and waiver applications. 

• Reviewing and approving applications for CHSP fee reductions or waivers, based on the information 
and recommendations provided. 

• Ensuring approved arrangements are documented in the client’s service agreement and 
communicated to the relevant teams. 

• Overseeing compliance with CHSP requirements, including the annual review of approved fee 
reductions and waivers. 

 
4.4. Manager Bene Casa is responsible for: 

Supporting the implementation and consistent application of this policy within Bene Casa. 

• Undertaking responsibilities delegated by the Manager Community Services. 

• Reviewing and approving CHSP fee reduction or waiver applications where approval authority has 
been formally delegated by the Manager Community Services. 

• Escalating complex, exceptional, or disputed applications to the Manager Community Services for 
determination. 
 

4.5. Client Coordinators are responsible for: 

• Discussing CHSP contributions with clients and ensuring the information provided is clear, 
appropriate, and easy to understand. 

• Supporting clients to complete fee reduction or waiver applications. 

• Gathering the information and supporting documentation required to assess applications. 

• Responding to client enquiries and assisting with complaints relating to contributions, fee reductions 
and waivers. 

• Initiating the annual review of clients with an approved fee reduction or waiver. 

• Referring completed applications and relevant supporting information to the Manager Community 
Services for review and approval. 

 
4.6. The Chief Financial Officer  

• Is authorised to approve the write-off of amounts less than $5000 for an individual case. 

 
5. PUBLIC AVAILABILITY 

This policy will be published on Bene’s website and available in hard copy upon request. 
The policy will be reviewed if legislative or program requirements change. Any update will be              
communicated to stakeholders. 
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6. REFERENCES 

Aged Care Act 2024 

Aged Care Rules 2025 

Financial and Prudential Standards 

Financial hardship - OPAN 

Financial hardship assistance | My Aged Care 

Standard 1: The Individual 

Standard 3: The Care and Services 

Strengthened Aged Care Quality Standards 
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https://www.legislation.gov.au/C2024A00104/latest/text
https://www.legislation.gov.au/F2025L01173/latest/text
https://www.agedcarequality.gov.au/providers/financial-prudential-standards
https://opan.org.au/toolkit/financial-hardship/
https://www.myagedcare.gov.au/financial-hardship-assistance
https://www.agedcarequality.gov.au/strengthened-quality-standards/individual
https://www.agedcarequality.gov.au/strengthened-quality-standards/care-and-services
https://www.agedcarequality.gov.au/providers/quality-standards/strengthened-aged-care-quality-standards

