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At integratedliving we consider our brokered suppliers a pivotal part of our workforce. As
such we expect brokered suppliers to follow many of the same policies, procedures, rules
and guidelines as our employees do. Herein is a generic overview of some of those key
policies for your reference. If however, any of these require further clarification or
elaboration please reach out to your key contact within integratedliving.

Key Contacts
If you are injured during your shift, call your integratedliving contact immediately, or 000 if serious.
You may also need to contact your supervisor externally.
Customer Service Centre (CSC)
1300 782 896
6am-8pm, NSW time, 7 days a week
Supplier Inbox

For contractual matters contact the procurement team on
suppliers@integratedliving.org.au

Key contacts

Depending on the funding program / specific client, this may
be:
• A Case Manager for HCP clients
• A Senior Health Coach for STRC clients
• Senior Manager Allied Health for allied health clients
• A Personal Health Partner for CORE clients
• In Ballarat, the Senior Manager on 1300 782 896
• The Scheduling team for CHSP clients

Wellbeing alert reporting
including client non-response
and/or client incident
and/or client feedback/ requests

Call CSC above

Wellbeing alert reporting
- urgent and after hours
(outside of 6am - 8pm)

Call CSC above and follow the prompts to be transferred to the
on-call officer

Invoice queries

accountspayable@integratedliving.org.au

Registered office address

Boronia Building, 3 Wilkinson Avenue
Muswellbrook NSW 2333

Postal address

PO Box 2567
Dangar NSW 2309

Fax number

1300 778 718

ABN

95 130 530 844

Legal entity/business name

integratedliving Australia Ltd
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About integratedliving
integratedliving works to support individuals and enrich communities. Our core purpose is to
facilitate health and wellbeing options for individuals, families, and carers. We are a nondenominational, community organisation that offers customised health services and in-home
support that enables people to live a full and independent life. We provide vital services for older
people, those living with a disability, and their carers across rural, regional, and remote areas of
Australia.
integratedliving provides services to rural, regional, and remote communities in New South Wales,
Tasmania, Victoria, ACT and Queensland. Nationally, we provide services to over 20,000 clients and
have helped clients to stay safe and well in their own home. We are committed to a person-centred
philosophy and strive to support individual choice through an extensive range of aged, disability and
mental health services.
Our person-centred service model embodies our vision of assisting those in rural, regional, and
remote areas of Australia to achieve and maintain health, wellbeing, and independence.
A third of our population resides in these areas which includes a significant proportion of Indigenous
Australians.

Our Passion, Purpose, Vision, and Mission
Where integratedliving is delegating work to a brokered supplier, we expect that they will represent
us, and embody our passion, purpose, vision and mission in the same way.
Our passion
Supporting individuals, enriching communities.
Our purpose
Facilitating health and wellbeing options for individuals, families and carers; strengthening rural,
regional and remote communities.
Our vision
integratedliving leads the delivery of fully digitised and integrated community health services that
reach tens of thousands of Australians in regional rural and remote communities with proven
results.
Our mission
integratedliving will transform the delivery of aged and community health services in regional, rural
and remote Australia, reaching more people than ever before and achieving outstanding health
economic results that benefit individuals and their communities.
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Our Values
Where integratedliving is delegating work to a brokered supplier, we expect that they will represent
us, and embody our values in the same way.

Diversity
We will recognise the value and benefits of diversity, whether in gender, age, language, ethnicity,
cultural background, sexual orientation, religious belief or family responsibilities.

Integrity
We will adhere to moral, ethical and legal codes of behaviour which in part are focused on
trustworthiness, honesty and accountability.

Respect
We will respect each individual’s choices, decisions, rights and responsibilities, privacy and
confidentiality.

Unity
We will be unified by our agreed vision, mission, values and philosophy; although we are individuals
we will act as one team and one organisation.

Equity

We will act fairly, impartially and with a non-discriminatory approach, being equitable in all our
communications and undertakings.

Services and Programs
We offer a range of services and programs, all with the aim of helping clients to stay living an active
and independent life with our quality services delivered by expert staff. These services include:
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Home Care Packages (HCP) – Level 1–4
Commonwealth Home Support Program (CHSP)
Department of Veteran Affairs (DVA) and Veteran Home Care (VHC) support
Nursing care – including Telehealth
Allied Health – podiatry, physiotherapy, occupational therapy, exercise physiology, social
work, dietetics, psychology
Domestic assistance
Transition care
Disability services – including NDIS
Respite
Personal care
Short Term Restorative Care (STRC)
Social support
Home and garden maintenance
Home modifications
Assistance with food preparation in the home
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•
•
•
•
•

Meals Program
Transport
Activity Centres
Wellness Centres
Wellness for Independence® programs

For a more expansive and detailed list, visit our website for more information:

In Home Aged Care And Disability Services | integratedliving
There are many acronyms and abbreviations used in the industry (and at integratedliving) which can
be confusing when you first join.

Ask your key contact, or our Supplier Inbox if you want to see the full list of
abbreviations.

Service type guide
Commonwealth Home Support Program (CHSP) explained
CHSP is one consolidated program providing entry-level home support for older people who need
assistance to keep living independently. Within the CHSP program, there are a number of service
types. Clients with a referral for a service type are able to access services once they are admitted, a
client can access more than one service type as long as they have a referral for that service type (a
client may be referred for multiple services or just one).
CHSP service types
• DA – domestic assistance (cleaning activities)
• PC – personal care (showering and grooming activities)
• Nursing – including telehealth and Wellness for Independence®
• SS – social support (social interaction and activities either individually or as a group)
• Transport
• H&GM – Home and garden maintenance (yard and outdoor)
• Allied Health – podiatrist, exercise physiologist, social work, physiotherapist etc
• Meals – supply of frozen meals
• Respite – including flexible respite and cottage respite

Home Care Package (HCP) explained
CHSP and (Veterans Home Care) VHC/DVA and Disability clients are not case managed, whereas HCP
clients are. This means there is a dedicated person who is aware of the different types of services
that are available to ensure the package funds are spent in the most efficient and effective ways for
ultimate client health and wellbeing. Under the Aged Care Act 1997, the Australian Government
provides a subsidy to approved providers of home care to coordinate this package. Individuals are
assessed by a professional assessor using a nationally consistent assessment framework i.e. ACAT
(aged care assessment team) determines the level of support a client will receive:
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•
•
•
•

Home Care Level 1 – basic care needs
Home Care Level 2 – low level care needs
Home Care Level 3 – intermediate care needs
Home Care Level 4 – high care needs

Individuals approved for a home care package are placed on a national queue until a package
becomes available and is assigned to them.

Short Term Restorative Care (STRC) explained
The STRC program is designed to help clients regain or maintain their health, cognition and
independence. The Government funded program offers intensive support from our multi-disciplinary
team across an eight week period. The program is suitable for those with mild to moderate frailty;
diabetes; cardiac, respiratory and renal health issues; pain conditions including foot and arthritic
pain; early diagnosis of dementia; hoarding disorders and anyone three months post-surgery who
needs extra therapy e.g. hip and knee.

Core by integratedliving (Core) explained
integratedliving’s Integrated Health Systems Demonstrator (IHSD) is a three-year evaluation
program aiming to bring health care providers (allied health, GPs, hospitals, medical specialists) and
our aged and health care services together, to form an ecosystem of support around a select group of
older Australians and their carers. Core by integratedliving is the way we deliver these services.
Person-focused, quality driven and technology enabled, it will provide our clients with a single point
of entry designed to achieve optimum health outcomes. Each client will partner with a
multidisciplinary Personal Healthcare Team, including a Personal Health Partner, and a variety of
other health care professionals such as nurses, allied health professionals, a geriatrician and others,
depending on their requirements. This will ensure all services are tailored to their needs with a
strong focus on prevention and health maintenance. Services are delivered both online and onlocation.

Aged Care Quality Standards
At integratedliving we adhere to the Aged Care Quality Standards. Our brokered suppliers are
expected to do the same. For more information on the Aged Care Quality Standards please refer to
the website: https://www.agedcarequality.gov.au/providers/standards

Key Policies Overview
Code of Conduct
We place the highest value on promoting a culture of fairness and ethical behaviour and expect all
employees, brokered suppliers and volunteers to comply with this Code of Conduct.
•
•
•

I will support and promote the purpose and philosophy of integratedliving.
I will represent integratedliving and my team in a positive way.
I will abide by the policies and procedures of integratedliving.
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•
•
•
•
•
•
•
•
•
•
•
•
•

I will treat clients with courtesy, respect and consideration.
I will report complaints and accept feedback.
I will not take illegal drugs or consume alcohol when on duty and I will not provide services
whilst under the influence of illegal drugs or alcohol.
I will not engage in any criminal activity.
I will not abuse (physically or verbally) clients, volunteers or employees of integratedliving.
I will not have sexual relationships with clients or take clients to my home.
I will follow communicated grievance procedures.
I will not use any equipment or software for personal use, without prior approval on each
occasion.
I will not accept gifts or purchase any items from clients.
I will attend work as required and if unable to, notify my supervisor as soon as possible on
the first day of absence.
I will only discuss confidential client matters with the appropriate people.
I will only give advice on issues for which I am qualified.
I will treat clients with dignity and respect and I will demonstrate client service excellence in
all that I do.
Where applicable, integratedliving requires its brokered suppliers to comply with these
principles. Ask your key contact, or our Supplier Inbox if you want to see the full policy.

Smoking, drugs and alcohol
Smoking is not permitted in any integratedliving building, office, worksite or motor vehicle.
Volunteers and brokered suppliers are not permitted to smoke whilst on duty and clients must
refrain from smoking whilst volunteers and brokered suppliers are working.
Similarly, integratedliving will not tolerate the consumption of alcohol or administration of illegal
drugs at any of our premises at any time or off site during paid work hours, including during breaks.
Ask your key contact, or our Supplier Inbox if you want to see the full policy.

Service Requests (including Rostering)
When integratedliving requires your services, they will issue a service request. This may
take the form of an email or through a ‘Request for Service’ form.
As per the Agreement between integratedliving and you as the supplier, if you are able to
accept the service request, you must provide the following details to the Case Manager,
Personal Health Partner or Service Coordinator who requested the service:
• confirm the staff position and qualifications who will provide the service
• that the staff member who will provide the service has a current national police
certificate; and
• the total cost of the service.
Upon receipt of this information, if integratedliving accepts the quote, it will provide either
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a Purchase Order or written confirmation to proceed. You are not to commence delivery of
services before obtaining this confirmation, and services may only be delivered as per the
service request.
If a change to the service request is required (such as change in delivery date, or a client
does not respond to your scheduled visit or appointment) you must advise the Case
Manager, Personal Health Partner or Service Coordinator. If a service is expected to exceed
the approved quote (time or cost), you must seek prior approval from your integratedliving
contact person.
Suppliers must also provide any information requested from integratedliving, including
notification of future appointments agreed with a client or progress reports.

Please inform your key contact (or the Customer Service Centre) if there are any
changes to scheduled service delivery

Employee/ Brokered supplier/ Volunteer welfare & grievance procedure
The organisation expects all employees, brokered suppliers and volunteers to treat colleagues with
respect, integrity and courtesy. Any criticism of a colleague's practice or behaviour must be dealt
with in a professional manner. Ideally this is initially with the person directly to enable an early
resolution.
If that’s not possible it is suggested that you:
1.
2.
3.
4.

Speak to your key contact at integratedliving, or the person requesting the service
Contact the Procurement team via suppliers@integratedliving.org.au
Speak to the Head of Procurement and Facilities Management
If all else fails, speak to the Chief People Officer (via the Customer Service Centre)

Ask your key contact, or our Supplier Inbox if you want to see the full policy.

Conflict of interest
A conflict of interest may arise where a personal interest (financial or non-financial) could
influence, or be perceived as influencing, the supplier’s business dealings with
integratedliving and/or the provision of services to our clients.
Personal interests may be any private interest, directly or indirectly and includes the
personal interests of family and friends or in other organisations a person has an interest in
or is otherwise involved with. This includes where the supplier or any of its personnel has a
relationship with an employee or client of integratedliving.
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The agreement with integratedliving requires all actual, potential or perceived conflicts of
interest to be disclosed by the supplier at the time of applying to be a supplier of the
organisation and the supplier to immediately notify integratedliving in writing if it becomes
aware of any actual, potential or perceived conflicts of interest and to cooperate with
integratedliving to manage or remove such conflicts. Failure to do so may result in
termination of the agreement.
integratedliving’s Conflict of Interest Management Framework applies to suppliers in equal
measure as it does to employees of integratedliving, and provides additional guidance as to
what may constitute a conflict of interest.
Email corpgov@integratedliving.org.au if you want to see the full policy.

Submitting Invoices and Payment Terms
Please submit all invoices via email to accountspayable@integratedliving.org.au
To enable timely verification and payment, your invoices should comply with the
requirements of your agreement with integratedliving. This should include, but not limited
to, the following:
• The client name(s) and date the goods/services were delivered
• The name of the key contact at integratedliving requesting the services
• A purchase order number for the particular service
We strongly encourage all suppliers to submit invoices as soon as possible after the month
in which services are delivered.
Unless we have a signed agreement, which specifies otherwise, integratedliving’s standard
payment terms are 21 days from the date we receive invoices.
Further detail on our invoicing and payment terms is available via our standard supplier
agreement => https://integratedliving.org.au/media/2453/supplier-agreement_v8c-finalcleaned-website-version.pdf

Federal Police Checks (and other credentialing requirements)
Police checks must be conducted every three years for all volunteers and brokered suppliers
(including sub-contractors) delivering any services in client’s homes (other than contactless delivery)
and including for AHPRA-registered Allied Health practitioners delivering services to clients in the
supplier’s clinic or consulting rooms.
AHPRA-Registered Nursing, Medical and Allied Health Practitioners PLEASE NOTE: The AHPRA
registration and renewal process is not sufficient to meet the requirements under the Aged Care Act
for maintaining a Police Check.
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integratedliving expects that any brokered supplier or volunteer providing services to our clients will
have the relevant and current credentials, training and competencies required, to complete the
tasks requested. This includes but not limited to, police check, AHPRA registration, first aid
certificate, clinical care competencies, drivers licence etc, and assumes that a brokered supplier or
volunteer would not engage in services for which they do not possess the necessary credentials or
competencies. We will not allow people that are not current with these credentials to be rostered
once the expiry date has lapsed.

Witnessing legal documents
Brokered suppliers and volunteers are not permitted to act as a witness for a client or to sign any
legal documents for them.

Worker identification
All brokered suppliers and volunteers are expected to wear
photographic identification badges whilst on duty in a client’s
home/ office/ wellness centre, so that the tag is clearly visible
for security and assurance purposes.

Worker incident and accident reporting
integratedliving has developed an injury management program that incorporates injury
management of employees, brokered suppliers and volunteers. It is vitally important that an injured
worker, in the course of work notifies us by end of shift or within 24 hours of the injury occurring to
ensure appropriate treatment can be sought and notifications to the insurer and WorkCover (if
applicable) can be made within legislative timeframes. If you get hurt on a shift call your
integratedliving key contact as soon as possible. If it is a serious injury call 000 immediately. In the
event of an injury or accident while delivering services to integratedliving clients, brokered suppliers
are expected to notify integratedliving via the Customer Service Centre on 1300 782 896 as soon as
possible, as well as following their own injury management / work health and safety procedures.

Use of Personal Protective Equipment (PPE)
All client facing brokered suppliers are expected to supply their own PPE and use it in accordance
with integratedliving guidelines as well as state and federal government regulations.
Refer below the PPE matrix for current guidelines on different types of PPE required, depending on
COVID-19 alert levels (current flyer is also attached). It is an expectation of all client-facing suppliers
that all PPE measures will be adhered to i.e.:
• Safe donning and doffing of PPE
• Hand hygiene
• Safe handling of contaminated materials

Ask your key contact, or our Supplier Inbox if you want to see the full policy.
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Hazard reporting
The first and most effective way we manage hazards in our work environment and work tasks is to
consistently employ the S.L.A.M. (Stop, Look, Assess, Manage) method of risk assessment and
control for every task we undertake and for any change in our work environment.
Brokered suppliers should report any hazards to integratedliving via the Customer Service Centre.

Client incident reporting
What to do if you are involved in or witness a client incident
(i.e. an event or circumstance that results in harm, or potential harm, to the client or worker).
1. Provide first aid if required OR call 000 in emergencies.
2. Report the incident to the Customer Service Centre or your integratedliving key contact.
3. The Customer Service Officer will complete a Client Incident Statement Form with you and
upload to integratedliving’s incident management system.
4. Depending on client service stream Customer Alerts, Disability Supports or the Case
Manager will input further details, or the Registered Nurse will develop an action plan to
provide ongoing support for the client and send to appropriate team members to complete
tasks. The Quality and Safety Team evaluates the data collected from incident reports to
look for trends and improvement areas on an organisational level.

Ask your key contact, or our Supplier Inbox if you want to see the full policy.

Compliments and complaints
integratedliving encourage compliments, complaints and suggestions from employees, volunteers,
brokered suppliers, clients, families, and other organisations to assist us to continually improve
services. Positive feedback can highlight where we have met or exceeded the expectations of clients
and the community and allow us the opportunity to replicate this in other areas. All feedback,
comments and complaints are treated confidentially and taken seriously; registered on iKey; and
form part of our continual improvement culture. You have a right to provide feedback without fear
of being disadvantaged in any way. If you have any feedback (or receive any from a client), please
discuss with your key contact or lodge with the Supplier Inbox to be managed internally through
iKey.

Ask your key contact, or our Supplier Inbox if you want to see the full policy.
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Client non-response to scheduled visit
If a client does not respond to the doorbell or knock on the door at a time when the client was due
to receive a scheduled service (and your notes confirm they should be home), you should first:
1. Check for an alternate entry point (another door to the house) and knock on that door.
2. Look through any accessible windows (provided it is safe to do so from ground level).
3. Check around the perimeter of the property including the back yard or garden (provided it is
safe to do so) and look for ‘signs of life’ or disturbance.
4. If the client appears to be unconscious, injured or if there are any signs of forced entry,
you must immediately call 000.
To report a non-response, you should remain at the client’s home and immediately contact the
Customer Service Centre (CSC) on 1300 782 896 and say that you are calling to report a client
non-response. The Customer Service Officer may authorise you to use a spare key if that is an
agreed action in the client’s service plan. The Customer Service Officer will remain on the line whilst
the home is accessed with the spare key. The employee or brokered supplier must not leave the
client’s home unless directed to and only once the client’s location has been confirmed and a
decision made to cancel the service.

Ask your key contact, or our Supplier Inbox if you want to see the full policy.

After hours on-call services
Our Customer Service Centre (CSC) is operational 6am – 8pm, 7 days a week. Outside these hours
we have on-call Customer Service Officers and on-call Scheduling Officers that ensure that our
clients and employees have access to after-hours support.

When should you contact our after hours on-call Customer Service team?
Our after hours on-call service should be contacted any time that you or one of our clients requires
support after hours. This includes but is not limited to:
1. Client health and wellbeing concerns (dial and select option 3 at the voice prompt) that are not
considered to be medical emergencies. Call 000 immediately for any medical emergency.
a. client non-response events.
b. incident and hazard reporting including injury management.
c. unplanned absence or any circumstance that results in your inability to attend a
rostered service on time e.g. if you are running late to your next client or finish a
service early.
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When should you contact our on-call scheduling service?
Support Workers must contact the on-call scheduling service to communicate unplanned absence to
allow adequate time for coverage to be organised for our clients.
•
•

On-call Scheduling Officers are available from 6:00am to 8:30pm.
Notify your key contact via phone call or text to advise you have spoken with the on-call
scheduler during business hours or the next business day if outside business hours.

What should I do if I can’t get through to our after hours on-call service?
1. Double check the number you called and make sure you entered the correct number.
2. Call back and leave a clear voice message that includes your name, number, your assigned
region and a short message. Our on-call Scheduling Officer may be on another call or
temporarily unavailable but should return your call within 15 minutes.
3. If you are unable to connect through to the after-hours on-call service or your call has not
been returned within 15 minutes, escalate immediately by contacting your supervisor.
Remember: emails are not checked outside of office hours; ALWAYS contact on-call via phone.
Unless you have received a reply, you will need to continue to make contact as this means your
message has not been received.

Client health and wellbeing alert guidelines
Regardless of the package or program our clients are on, it’s important that we report any changes
we notice. This can be vital later on when we are trying to establish a pattern of decline for example.
As a supplier of client facing services, any of the following changes require a client health and
wellbeing alert to be notified to the Customer Service Centre:
Change in mobility or ability to perform daily tasks
Weight loss or change in appetite
Signs of, or suspected, abuse
Changes in level of confusion, mood or behaviour
Pain that is affecting the clients’ ability to perform daily tasks or pain that the client is concerned
about
Social isolation and/or loneliness including having a lack of family and social supports and/or losing
interest in usual activities
Falls (witnessed, unwitnessed, near miss)
Skin changes or wounds
Carer stress
For any noticed changes in a client’s health and wellbeing, all brokered suppliers are expected to call
our Customer Service Centre on 1300 782 896 and report it.
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Detailed reasons for each of the client health and wellbeing alerts are listed below:
Client Issue
Change in mobility or ability to
perform daily tasks

Possible reasons for change in condition
Changes in mobility or ability to perform activities of daily
living may indicate general deterioration in condition that
requires medical and allied health intervention. We may
be able to increase services and assist the client to access
appropriate medical care in this circumstance.

Weight loss or change in appetite

Changes in appetite and/or weight loss can indicate a
number of social and medical issues such as depression,
constipation, cognitive changes and infection. As well as
general deterioration in health and wellbeing that may
affect ability to cook or go shopping. We may be able to
increase services and assist the client to access
appropriate medical care in this circumstance.

Changes in level of confusion, mood
or behaviour

Changes in level of confusion, mood or behaviour may be
the result of infection, deterioration in cognition,
depression or other mental health issue, head injury,
other medical issues that need to be reviewed by a doctor.
We may be able to increase services and assist the client
to access appropriate medical care in this circumstance.

Pain that is affecting the clients’
ability to perform daily tasks or pain
that the client is concerned about

Pain can be a sign of injury or ongoing medical issues such
as osteoarthritis. The client may need medical and allied
health interventions as well as possible increase in
equipment, rails, assistance with activities of daily living.

Social isolation and/or loneliness
including having a lack of family and
social supports and/or losing
interest in usual activities

Social isolation and/or loneliness can lead to depression
and other chronic medical and mental health issues. We
may be able to increase services and assist the client to
access appropriate medical and social care in this
circumstance.

Falls

Falls can lead to numerous issues for our clients, follow
the falls policy and procedure.
A small wound or rash can quickly become a serious
medical issue. We can assist to organise appropriate
medical care and put appropriate ongoing services in place
to ensure effective management of wounds or rashes.

Skin changes or wounds

Carer Stress
Abuse, or suspected abuse

Carers can become lonely and overwhelmed, if there is
any sign of the carer being stressed, we may be able to
assist with counselling and increased services.
Where the expectation of trust has broken, through action
(or lack of action) which causes harm or distress. Can
include physical, sexual, financial, emotional, social abuse
or neglect. We may need to escalate to external parties
(e.g. police, NDIS, AHPRA) for investigation and resolution.

Ask your key contact, or our Supplier Inbox if you want to see the full policy.
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Thank you for partnering with us to
support our clients to live a full and
independent life
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