
From Statements to Strategy: 

Kicking off 2026 with Clarity

Note: The information in this PowerPoint  is true and accurate at time of presentation (28/1/26) and is subject to change. 

JANUARY 
INFORMATION 

SESSION



To ensure a smooth and productive session, please note the following guidelines:
• Microphones and cameras are on mute throughout the presentation
• Questions are welcome – please use the chat function, which our team will monitor actively

Session Protocols

WELCOME 

Luke Traini- Trilogy Care CEO



Agenda
1.Care Team Updates: Budgets, MAC timeframes and transport changes 

• Budget Management
• MAC Timeframe
• Transport Changes

3. Compliance: Invoice Guidelines
• Quarter – End Invoice Submission Guidelines 
• Invoice Requirements & Guidelines

4. Growth Team: Funding streams and coordinator payments 

2. Client Statements: Understanding SaH statements in detail 

5.  Takeaways, Resources and Feedback



1 CARE
Budgets, timeframes and transport

Scott Roberts
Care Team Manager- External



CARE TEAM

Starting with Care
Three critical updates to support your coordination work

Budget Management

Enhanced utilisation tracking and 
remaining balance visibility

MAC Timeframes

Current approval timelines and priority 
priority guidelines

Transport Changes

New billing requirements under Support at 
Home



BUDGET UPDATES

Budget Management Improvements
Key Changes

Budgets now display "remaining 

balance" so coordinators can better 

manage funds and know accurate 

numbers. This is pertinent for unspent 

funds usage and tracking spending 

progress across the quarter.

Note: This only relates to processed 

processed invoices and will not take into 

take into consideration unpaid invoices 

invoices or on hold/ rejected bills. 





Understanding Unplanned Services

What Are Unplanned Services?
Services which are outside of the budget but are under $1,000. These are paid to 
prevent on-hold bills and ensure providers are paid promptly.

Coordinator Action Required

Coordinators will need to determine if these are ongoing services or once
once-

-
offs and amend the budget accordingly to maintain accurate financial 

offs 

financial tracking.



MAC TIMEFRAMES

Assistive Technology & Home Modifications Approval 
Times

10
Average Weeks

Standard processing time for 
AT/HM funding approval

17
Maximum Weeks

Longest approval timeframe 
currently experienced

AT/HM funding once submitted by Trilogy Care is taking on 
average 10 weeks for approval, with some applications taking 
up to 17 weeks.

Trilogy Care continues to follow up with MAC regularly to 
regularly to ensure these applications are actioned as 
as quickly as possible.



Level Upgrade Priority Guidelines

1Urgent Priority

Within 1 month

2 High Priority

1.5 to 2.5 months

3Medium Priority

8 to 9 months

4 Standard Priority

10 to 11 months

These timeframes help set realistic expectations with clients when submitting level upgrade requests through My Aged Care.

To apply for an Upgrade – complete and submit form on your Resource Page
REMEMBER: Talk to your Care Partner to ensure the client is well situated to meet criteria. 



TRANSPORT CHANGES

Important Transport Billing 
Changes

Critical Change: Providers cannot invoice for kilometres directly under 
Support at Home.

Direct transport can only be charged per trip, not per hour. The fee for the service may 
service may depend on the distance travelled, but cannot be charged "per kilometre".
kilometre".

Across Support at Home, prices for services include in-scope delivery costs such as 
such as labour, transport, consumables and admin. This supports including reasonable 
reasonable provider travel time and costs as part of delivering many services where 
services where relevant, not as a separate add-on line item.



When Transport Billing Is Acceptable

Acceptable

Transport is integral to the 

activity and included in the 

service description

Not Acceptable

Transport billed as a separate 

separate line item or charged 

charged per kilometre

Key Principle

Transport can be legitimately part of delivering support when it's 
integral to the activity, but it cannot be billed separately.

If the bill refers to transport or travel, but it is not charged 
separately, that is acceptable!



2 Support at Home
CLIENT STATEMENTS

Tiffany Whitelaw 
Partnership Liaison Manager- Compliance and Partnerships



CLIENT STATEMENTS

Understanding SaH Client Statements
A comprehensive guide to reading and interpreting Support at Home client statements for coordinators and clients.

1 Financial Summary

Overview of ongoing support, funding streams and available funds

2 Budget Spend Summary

Breakdown of support types and contribution percentages

3 Transactions by Funding Streams

Detailed expense breakdown for the statement period

4 Monthly Contributions

Category breakdown and payment status information

5 Support Resources

Contact information and additional help



Section 1: Financial Summary

What You'll See

• Ongoing support details

• SaH classifications

• All funding streams

• Available funds

• Total funds (grand total)

Important: Remember that 10% has been deducted by the 
Government for Care Management. You don't see that 
amount as it has already been deducted before the statement 
is generated.



Section 2: Budget Spend Summary

This section provides a breakdown of the type of support you are 
are receiving against each of the categories.

It also shows the contribution percentage for each category as 
identified by Services Australia, helping clients understand their 
financial obligations across different support types.



Section 3: Transactions by 
Funding Streams
Understanding the Details

Shows a breakdown of every single expense in the statement month. 
Remember the Care Management cost comes from the 10% deducted 
by the government.

Asterisk (*) Symbol

Marks a service from a 
previous month being 
invoiced in this month's 
statement



Section 4: Monthly Contributions

A breakdown of contributions in every category. If a client does not pay 
contributions, the section will show: "You have no contributions 
payable."

This could be due to being grandfathered or only accessing clinical 
services.

Outstanding Contributions: If a client has outstanding 
contributions, this is identified with an invoice number and 
and current status.

Important: Remind clients that communication is key. If they are having 
are having difficulties paying contributions, they need to speak to 
to Trilogy Care.



Section 5: Additional Support Resources

This final section provides clients with helpful contact information to support 
them with any questions or concerns about their statements.

To support you further, Trilogy Care will provide a video shortly designed to 
support clients' understanding of their statements. 
We will also make this available to coordinators.



3 COMPLIANCE

Zoe Judd
General Manager- Partnerships and Compliance



Quarter-End Invoice Submission 
Guidelines

CRITICAL DEADLINE

30-Day Submission Window

All invoices must be submitted within 30 calendar days after the quarter end to ensure 
Trilogy Care is able to process them. For example, the Q2 deadline (first quarter of the 
Support at Home program, Nov-Dec 2025) is January 30, 2026.

30
Calendar Days

For submission after quarter end

30/01/2026
Q2 Deadline

Example: January 30, 2025

Early submission is strongly encouraged to avoid any payment issues.



Invoice Requirements & Guidelines
Complete Invoice Requirements

1. Service Date Documentation: Clearly state specific dates services were rendered.

2. Rate Verification: Confirm billed rates align with contracts and fee schedules and price lists in Portal.

3. Itemised Breakdown: Provide detailed list of services names, frequency, units and costs across separate line items.

4. Supporting Documentation: Attach all necessary authorisations, shift/case notes, or proof of delivery.

Common Issues That Cause Delays

• Missing Service Dates

• Rate and unit swapped

• Insufficient Detail in Descriptions

• Incorrect Transport Billing (eg, billing for travel separately)



4 GROWTH

Jay Pery 
Team Leader- Business Development



GROWTH TEAM

Growth Team Updates

Coordinator Payments

Background on claiming process and December payment status

Additional Funding Streams

New funding stream onboarding and MSO requirements



Coordinator Payments: December Update

80%

Processed

December payments completed

20%

Pending

Awaiting claim acceptance

Payment Process

Trilogy Care submits claims to Services Australia usually in the 3rd week of the month for the preceding month.

If this claim isn't accepted by Services Australia, Trilogy cannot confirm coordinator payment amounts, hence the recent split payments.

The remaining 20% of December payment will be made once the December claim has been accepted by Services Australia.



Additional Funding Stream Onboarding
My Aged Care is allocating additional funding streams for clients outside core SaH funding. These include Minimum Service Off
Offering (MSO) at 60% of full funding amount for specific services.

ering (MSO) at 60% of 

Assistive Technology

Equipment and devices to support 
independence

Home Modifications

Physical changes to improve home 
safety

Restorative Care

Short-term support to regain 
independence

End of Life

Specialised support during final 
stages

Important: Trilogy Care IS accepting clients with these additional funding streams as long as the client's core funding has been approve
been approved. Please advise clients if they are unsure of their funding stream. For example, clients might ONLY have AT/HM f

d. 

AT/HM funding available, so will not be able to receive services until their core SaH funding is allocated to them.
unding 



5 TAKEAWAYS
RESOURCES
FEEDBACK



Additional Support Resources

Restorative Care Pathway

Support to regain independence and 
function:

• My Aged Care — Restorative Care 
Care Pathway

• My Aged Care — Should I Apply?

Contact your Trilogy Care Partner for 
personalised guidance.

End-of-Life Pathway

Compassionate support during life's 
life's final stages:

• Fact Sheet for Healthcare 
Professionals

• Application Form

• Support at Home Programme

Independent Advocacy

Free, confidential support to speak up 
for your rights:

• Older Persons Advocacy Network 
(OPAN) — 1800 700 600

• Aged and Disability Advocates (ADA)
(ADA) —

—
 1800 818 338

Services Australia offers aged care 
specialists for financial hardship assistance.

https://www.myagedcare.gov.au/aged-care-programs/restorative-care-pathway
https://www.myagedcare.gov.au/aged-care-programs/restorative-care-pathway
https://www.myagedcare.gov.au/aged-care-programs/restorative-care-pathway
https://www.myagedcare.gov.au/aged-care-programs/restorative-care-pathway
https://www.myagedcare.gov.au/aged-care-programs/restorative-care-pathway
https://www.myagedcare.gov.au/should-i-apply
https://www.myagedcare.gov.au/should-i-apply
https://www.myagedcare.gov.au/should-i-apply
https://www.myagedcare.gov.au/should-i-apply
https://www.health.gov.au/resources/publications/end-of-life-pathway-fact-sheet-for-doctors-and-nurse-practitioners
https://www.health.gov.au/resources/publications/end-of-life-pathway-fact-sheet-for-doctors-and-nurse-practitioners
https://www.health.gov.au/resources/publications/end-of-life-pathway-fact-sheet-for-doctors-and-nurse-practitioners
https://www.health.gov.au/resources/publications/end-of-life-pathway-form
https://www.health.gov.au/resources/publications/end-of-life-pathway-form
https://www.health.gov.au/resources/publications/support-at-home-program-end-of-life-pathway
https://www.health.gov.au/resources/publications/support-at-home-program-end-of-life-pathway
https://opan.org.au/about-us/our-national-network/
https://opan.org.au/about-us/our-national-network/
https://opan.org.au/about-us/our-national-network/
https://adaaustralia.com.au/
https://adaaustralia.com.au/
https://adaaustralia.com.au/
https://www.servicesaustralia.gov.au/steps-to-claim-financial-hardship-assistance-with-aged-care-costs?context=23296


Essential Resources for Support at Home Implementation
Access comprehensive tools and expert guidance to navigate the transition to Support at Home with confidence. Our resource hub 
provides everything coordinators need for successful implementation.

Expert Q&A Sessions

Watch our founder James Whitelaw and 
Executive Team address frequently asked 
asked questions in two comprehensive video 
video sessions, providing clarity on complex 
complex implementation issues.

Calculation Tools

Utilise our purpose-built calculators: the 
Coordinator Calculator for planning support 
packages and the Client Quarterly Calculator 
for tracking client progress and budgets.

Comprehensive Resource Hub

Access transition materials, previous webinar 
recordings, case study videos, and 
implementation guides—all centralised for 
your convenience.

Quick Links

Coordinator Resource Page

Support at Home Hub

Coordinator Calculator

Client Quarterly Calculator

Featured Content

From Confusion to Clarity Series:

• Part 1: with James Whitelaw, Trilogy Care Founder
• Part 2: with Marko Rukavina, Chief Financial Office, Trilogy Care

Case Studies Video Series

https://trilogycare.com.au/coordinated-consumer-resources
https://trilogycare.com.au/support-at-home
https://v0-sah-coordinator-calculator.vercel.app/
https://v0-hcp-sah-calculator-gk.vercel.app/
https://youtu.be/Qbuv0HbrhIE?si=Rtvp-arswGW0Yg17
https://youtu.be/Qbuv0HbrhIE?si=Rtvp-arswGW0Yg17
https://www.youtube.com/watch?v=OtbEcGX0axc
https://www.youtube.com/watch?v=OtbEcGX0axc


Thank You for Attending Our 2025 Information Sessions

We appreciate your participation and engagement throughout our 
session today. A copy of this presentation will be uploaded to your 
Resource Page in the next week

To help us enhance future sessions, we kindly ask that you complete 
our brief feedback survey. 

We look forward to seeing next month- 

Save the date…

February 25th at 12pm AEST

https://forms.zohopublic.com/trilogycare/form/CareCoordinatorTrainingFeedback/formperma/2KLJokXVNv6MXSiZq6bvDt41rRAOJyfRHJUjzZnGtqs
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