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30 September 2026

Dear Aged Care Participant,
We hope this letter finds you well.
First, your August statements are now available in the Lookout app.

We completed the August claim on 15th September 2026, and every August statement went live on
the app as soon as that was done. If you would like a reminder of why a statement always covers a
month that has already finished, or what each part of it means, the two guides enclosed with our letter
of 1 September explain both. Tell us and we will send you another copy.

This letter covers five things: the draft of our new Price Guide, which is enclosed and which we would
like your thoughts on, how to make the most of your gardening visit, the change from 1 October 2026
that means you will pay nothing for personal care, a reminder about co-contributions, and a short
survey we would like you to complete.

1. Our new Price Guide - and we would like your thoughts on it

In our previous letter, we told you we were rewriting the price guide so it is easier toread. A draft of it is
enclosed with this letter. It is marked as a draft because it is not final yet - we want to hear from you
first.

To be clear about what that means: our prices are not changing. They remain as already published
on My Aged Care. What is changing is how clearly they are set out.

Every price is now shown as one all-inclusive amount. That single figure covers the service itself and
everything that sits behind it - selecting the practitioner or trade, verifying their registration, insurance
and compliance, rostering them, briefing them on your care plan, overseeing the work, checking the
invoice against your plan and budget, an independent finance review, paying them, and reconciling it
back to your budget.

What that means for you in practice:

e What you see is what comes out of your budget. Our costs are already inside the price.
Nothing is added afterwards.

e You arrange nothing and you pay nobody. A provider you bring to us is still coordinated by us,
and our costs are still inside the price.

e Where there is no set price, because the service is a one-off or we are buying an item for you,
we confirm the full cost with you in writing before we order or proceed. You see the figure first,
every time.

o Nothingis a surprise. Nothing appears on your statement that you have not already agreed to.
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Two things we would like to know. First, is it clear - can you find a service, and understand what it
costs and what that price covers? Second, does it look right - is the print big enough, is it easy on the
eye, would you rather it was set out another way?

Tell your Care Partner, call 1800 434 002, or email feedback@pfhcare.com.au. The final Price Guide
will follow once we have heard from you, and your new Service Agreement will follow from October
2026.

2. Gardening - how it is charged, and how to get the most from it

Gardening is charged at $120 an hour. We agree with you how long the gardener will be at your home
before the visit, and you are told the total before the work is booked. The rate covers the mowing and
edging, the weeding and trimming, blowing down and cleaning up afterwards, and taking the clippings
and green waste away.

While the gardener is with you, the time is yours. If they finish the lawn early, ask them to do more.
Hedges, weeding, edges, tidying the beds, clearing a corner that has got away from you. Tell your Care
Partner what you would like done and we will pass it on before the visit.

You can also change how often the gardener comes. Many people find that every six to eight weeks
suits them better than monthly, because the lawn and the garden have had time to grow and there is
more for the gardener to do while they are there. If you would rather that, tell your Care Partner and we
will change your schedule.

3. From 1 October 2026, you will pay nothing for personal care

As we told you in September, from 1 October 2026 personal care - help with showering, dressing and
grooming - moves from the Independence category to Clinical Supports.

On your statement, personal care is the grouping that covers these three services:

e Assistance with self care and activities of daily living
e Assistance with the self administration of medication
e Continence management (non clinical)

Those are the lines that change. If a service on your statement is not one of these three, it is not
affected by this change.

What that means for you: no co-contribution applies to personal care from that date. If you have
been paying a share of the cost of your personal care, that stops. It will be fully funded, whatever your
income, in the same way as nursing and allied health already are.

You do not need to do anything. You will see the change on the statement covering October onwards.
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4. Co-contributions

Participant co-contributions are a requirement under the new Aged Care Act as part of the Support at
Home changes.

Where Services Australia has determined that a co-contribution applies to you based on your income
assessment, you are required to pay it. Not everyone will have a co-contribution, and the amount
varies depending on your individual assessment. The rate is set by Services Australia from
information the government already holds - it is not a fee we add on top, and we cannot change it.

Your co-contribution, where one applies, is shown on your monthly statement along with a breakdown
of the services you have received. Please refer to your statement in the first instance.

Our priority remains making sure you continue receiving the care and support you need without
disruption. If you have any questions about your co-contribution or your individual circumstances,
please speak with your Care Partner, who will be happy to help.

5. A short survey - please scan the code

There is a short survey we would like you to complete. It is similar to the July one and it asks about the
things we have changed since then.

We are asking because the last one worked. Ninety-five of you answered it, and the guides enclosed
with our September letter, the equipment follow-up system, and the price guide rewrite all came out
of what you said. What we most want to know this time is whether those things have made a
difference where you are, and what is still not right.

Point your phone camera at the square code. Hold it steady for a
moment, then tap the link that appears on the screen. That takes you
straight to the survey.

Please put your name in the survey when it asks, so we know who to
come back to.

If that does not work for you, call 1800 434 002 and we will go
through the questions with you over the phone, in your own language
if you would prefer - just ask. A family member or representative can
help you or do it with you.

Scan me

It takes about five minutes. Telling us what is not working is still the
most useful thing you can do for us.
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If you need help, or you are not happy

Your Care Partner is your first point of contact or call us on 1800 434 002. You can raise a concern or
make a complaint at any time and it will not affect your services.

e Feedback and complaints - feedback@pfhcare.com.au, or 03 7305 1740. This goes to a
dedicated team, not to the person you are complaining about.

e Translating and Interpreting Service (TIS National) - 131 450, 24 hours a day, to speak with
us in your language.

Your questions answered is enclosed again - the questions you ask us most, with straight answers.
We have sent it a second time because not everyone kept the first copy. If your question is not in there,
call us and we will answer it and add it.

Where we get something wrong, we would rather find it, tell you, and fix it than have you find it
yourself.

Kind regards,

Sarah Davy Andrew Wassef
Support at Home Manager NSW Business Unit Manager
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Important Information Summary

English

Summary: Your August statements are now available in the Lookout app. A draft of our new Price
Guide is enclosed - please tell us if it is clear and easy to read. Our prices are not changing. Each
price will now be shown as one amount that includes everything we do to arrange the service.

Gardening is charged at $120 an hour and we agree the hours with you before the visit. Ask your
gardener to do more while they are there, or ask us to space your visits to every six to eight weeks.

From 1 October 2026 you will pay nothing for personal care - it becomes fully funded.

Please complete our short survey. Point your phone camera at the square code in the letter, or call
us and we will do it with you. If you would like this information in your language, please contact us
on 1800 434 002.
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TURKISH (Tiirkge)

Ozet: Agustos hesap belgeleriniz artik Lookout uygulamasinda. Yeni Fiyat Rehberimizin bir taslag
ekte - lutfen agik ve kolay okunur olup olmadigini bize soyleyin. Fiyatlarimiz degismiyor. Her fiyat
artik hizmeti duzenlemek igin yaptigimiz her seyi igeren tek bir tutar olarak gosterilecek.

Bahge bakimi saati 120 dolardir ve saatleri ziyaretten dnce sizinle birlikte belirliyoruz. Bahgivan
oradayken daha fazlasini yapmasini isteyin, ya da ziyaretlerin alti ila sekiz haftada bir olmasini
bizden isteyin.

1 Ekim 2026'dan itibaren kisisel bakim igin higbir sey 6demeyeceksiniz. Tamamen Ucretsiz olacak.

Lutfen kisa anketimizi doldurun. Telefonunuzun kamerasini mektuptaki kare koda tutun, ya da bizi
arayin, sizinle birlikte dolduralim. Bu bilgileri bagka bir dilde istiyorsaniz, bizi arayin: 1800 434 002

ITALIAN (Italiano)

Riassunto: | vostri conti di agosto sono ora disponibili nell'app Lookout. In allegato trovate una
bozza della nostra nuova Guida ai Prezzi - diteci se € chiara e facile da leggere. | nostri prezzi non
cambiano. Ogni prezzo sara ora indicato come un unico importo che comprende tutto il lavoro che
facciamo per organizzare il servizio.

ILgiardinaggio costa 120 dollari all'ora e concordiamo con voi le ore prima della visita. Chiedete al
giardiniere di fare di piu mentre & da voi, oppure chiedeteci di distanziare le visite a ogni sei-otto
settimane.

Dal 1° ottobre 2026 non pagherete nulla per la cura personale. Sara completamente pagata.

Per favore compilate il nostro breve questionario. Puntate la fotocamera del telefono sul codice
quadrato nella lettera, oppure chiamateci e lo compiliamo insieme a voi. Se volete queste
informazioni in un'altra lingua, chiamateci: 1800 434 002
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GREEK (EAAnVKQ)

MepiAnwn: Ta xaptid oag yia tov AlyouoTto sival twpa otnv epappoyn Lookout. Zto dpdkero uttdipxet
mpoxelpogvéog Odnyog Tipwv. Melte pag av eival kabBapog kat eUkoAog otny avayvwaon. OLTHEG pag
dev aAAdlouv. Kabe tiun 8a ¢aivetal twpa we Eva toco TTou TtepAapBavel 0AN tn SOUAELA TTOU
KAVOUE yla VO OPYAVWOOUHE TNV UTtnpeaia.

H knmouptkn xpewvetatl 120 doAdpla tnv wpa Kat cupdwvoupe padi oag TG WPEC TPV Ao TV
emiokePn. ZnTAOTE Ao TOV KNTIOUPO va KAVEL TIEPLOCOTEPA 000 eival eKel, ) {NTAOTE pagva
APALWOOUHE TIG ETILOKEYPELG OE KABE &L e oKTW eRdOPADEC.

Ao 1 OktwPpiov 2026 dev Ba TANPWVETE TITIOTA YA TNV TTPOCWTILKN ppovTida. Oa TANpwWVETaAL €€
OAOKANpPOU.

2UPTIANPWOTE TO GUVTOHO EPWTNHATOAOYLO HAC. ZTPEYTE TNV KAPEPA TOU KIVNTOU OTOV TETPAYWVO
KWOLKO OTO YPAUUA, 1 KAAECTE HAG KAl TO CUMTIANPWYOUHE padl oag. Av BEAETE AUTEG TIG
TANpodopieg otn y\wooa cag, kaAEote pac: 1800 434 002

MACEDONIAN (MakepoHcku)

Peanme: Bawwumte cMeTkn 3a aBrycT cera ce gocTarnHm Bo annmkauujata Lookout. Bo npunor e
HaLPTOT Ha HaLWMOT HOB LIeHOBHMK. KaxkeTe HK fanu e jaceH 1 neceH 3a untarbe. HalinTe UeHu He
ce MeHyBaar. Cekoja LieHa cera Ke 6uae npuka)kaHa Kako efeH U3HOC LUTO ja BK/yyyBa LenaTa
paboTa WTo ja NnpaBMMe 3a Aa ja opraHMaMpame ycnyrara.

lpaguHapcTBOTO ce Hannaka 120 gonapu Ha Yac M YacoBuUTe M Aorosapame Co Bac npeq
nocertarta. No6apajTte og rpagMHapoT Aa HanpaBu NoBeke AoAeka e TaMy, Ui nobapajTte o Hac
nocetuTe Aa 6MaaTt Ha CEKOM LLIECT 10 OCYM Heaenu.

Og 1 oktomBpu 2026 HeMa fa nnaKkaTte HULLTO 3a NIMYHa Hera. Ke 6uae uenocHo nnaTteHa.

MononHeTe ro HALWMOT KpaToK NpawlanHuMk. Hacodete ja kamepaTta of TenepoHOT KOH KBaapaTHUOT
Kof BO MMCMOTO, U/ jaBETE HU Ce U Ke ro NonosIHMMe 3aefHO co Bac. AKO cakaTe oBue
MH$OpMaLMKM Ha BALLUMOT ja3uk, jaBeTe HM ce: 1800 434 002
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