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Help in other languages

If you need an interpreter or translation of documents for Centrelink business, we can arrange this for you free of charge. 

To speak to Centrelink in languages other than English, call 13 1202 or visit a Centrelink Customer Service Centre and ask for an interpreter. For information in languages other than English visit www.centrelink.gov.au and select ‘We speak your language’.

Centrelink information in other formats

Some Centrelink information is available in alternative formats. These formats include audio CD/DVD, large print, Braille and E-text. You can also select the ‘listen to this page’ icon to hear the contents of selected web pages from our website. We can also arrange to provide information products in other formats upon request.

If you are interested in this service call 13 2717 or ask at a Centrelink Customer Service Centre.

Sign language interpreters

An Auslan Interpreter can be arranged if you need to attend an appointment with us. If you have a TTY phone, call Freecall™ 1800 810 586 to request an interpreter, or ask at a Centrelink Customer Service Centre before your appointment.

TTY Service

If you are deaf or have a hearing or speech impairment, you can contact us through our TTY service on Freecall™ 1800 810 586. To provide compliments, suggestions or complaints, please call our TTY Customer Relations Line on Freecall™ 1800 000 567. A TTY phone is required to use this service.

National Relay Service

If you are deaf or have a speech or hearing impairment, you can also contact us through the National Relay Service. Call 13 3677 and request any of our ‘13’ or ‘1800’ numbers at the back of this booklet. For more information visit www.relayservice.com.au
Centrelink claim forms and information products

Visit www.centrelink.gov.au for downloadable and printable claim forms and information products.
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Introduction

Centrelink is an Australian Government agency within the Human Services Portfolio. We deliver payments and services for a number of government departments including: the Department of Education, Employment and Workplace Relations; the Department of Families, Housing, Community Services and Indigenous Affairs; and the Department of Agriculture, Fisheries and Forestry.

We advise customers about relevant service and payment options including referrals to employment services providers, our specialists and other departments and agencies. These services can assist you to improve your chances of getting a job; to access study, training and work experience placements; build your skills and confidence for work; undertake community work and ultimately help you to become financially independent.

About this booklet

This booklet is a guide to the payments and services we offer to support you if you are ill, injured or have a disability. It includes details about: 

•
payments, services and opportunities 

•
how to claim payments and use our services 

•
your rights and responsibilities, and

•
how to find out more. 

The information complements and should be read in conjunction with Centrelink—the basics. This is available by visiting www.centrelink.gov.au calling 13 2717 or asking at a Centrelink Customer Service Centre. To see the full range of our customer booklets turn to the back cover.

Payments to help you if you are ill, injured or have a disability 

Disability Support Pension

Disability Support Pension assists you if you have a physical, intellectual or psychiatric impairment that prevents you from working, or if you are permanently blind.

Am I eligible?

You may receive Disability Support Pension if: 

•
you are 16 years of age or over and at the time of claiming are under age pension age, and 

•
you are an Australian resident* and in Australia when you claim, and 

•
you are either: 

–
permanently blind, or 

–
assessed as having a physical, intellectual or psychiatric impairment of at least 20 points and are either: 

–
participating in the Supported Wage System, or 

–
unable to work or be retrained for work of at least 15 hours or more per week at or above the relevant minimum wage within the next two years because of your impairment, and you are assessed as either having a severe impairment or as having actively participated in a program of support. 

*For more information on residence requirements see Centrelink—the basics.

You must also have lived in Australia for a total of 10 years as an Australian resident (five of these years continuously) or become unable to work (because of disability or permanent blindness) while you were an Australian resident or have a qualifying residence exemption (for example, you hold a permanent refugee or humanitarian entrant visa).

Australia has international social security agreements with a number of countries. These may help you get Disability Support Pension even if you are not an Australian resident or do not have the required period of residence. For more information see the Australia’s International Social Security Agreements factsheet. 

How does it work?

You may receive:

•
a fortnightly Disability Support Pension—see the Disability and Carer Payment Rates factsheet

•
Pharmaceutical Allowance (if you are under 21 with no dependent children)

•
a Pensioner Concession Card. 

If your and your partner’s income and assets are above a certain amount, you may only be eligible for a reduced pension or not eligible at all. For more information, see the Disability and Carer Payment Rates factsheet.

If your illness, injury or disability will prevent you from working or studying for only a short period, then depending on your age and circumstances you may be eligible for Newstart Allowance or Youth Allowance (with a modified Activity Test or an exemption from looking for work).

If you take up work, you can still receive Disability Support Pension depending on the hours you work and how much you earn. You must tell us details of your employment within 14 days of starting work. We can provide you with help to find work, education or training—see ‘Options to help you participate’ on page 11.

What else should I know?

You may also receive:

•
Education Entry Payment

•
Language, Literacy and Numeracy Supplement

•
Mobility Allowance 

•
Pensioner Education Supplement or ABSTUDY Pensioner Education Supplement

•
Pension Supplement

•
Remote Area Allowance

•
Rent Assistance—special rules apply if you receive Disability Support Pension on the grounds of permanent blindness

•
Telephone Allowance

•
Utilities Allowance.

For more information on other assistance, see ‘Extra assistance’ in Centrelink—the basics. This is available by visiting www.centrelink.gov.au calling 13 2717 or asking at a Centrelink Customer Service Centre.

Mobility Allowance

Mobility Allowance assists you if you have a disability, cannot use public transport permanently or for an extended period without substantial assistance, and are engaged in certain activities. These activities include looking for work, participating in a Disability Employment Services program or any combination of paid employment, voluntary work, vocational training and independent living/life skills training. 

Am I eligible?

You may receive Mobility Allowance if you:

•
are 16 years of age or over, and
•
cannot use public transport without substantial assistance for the next 12 months or longer because of your disability (there does not need to be public transport in your area for you to be eligible), and
•
need to travel to and from your home as part of your work, training or job seeking, and
•
are an Australian resident*, and
•
have been in Australia as an Australian resident for at least 104 weeks (there are some exceptions), and

•
are in Australia when you claim.

*For more information on residence requirements see Centrelink—the basics.

There are two rates of Mobility Allowance. The rate you receive will depend on whether you meet certain criteria in addition to those mentioned above.

To be eligible for the standard rate of Mobility Allowance, you must also:

•
be undertaking vocational training, voluntary work, paid work, independent living/life skills or any combination of these for at least 32 hours every four weeks on a continuing basis, or
•
have an agreement to look for work through an employment services provider (for example, Job Services Australia or Disability Employment Services), or
•
be participating in a Disability Employment Services-Disability Management Service program, or

•
be receiving Newstart Allowance, Youth Allowance or Austudy and be required to meet the Activity Test.

Voluntary work must be for a charitable, welfare or community organisation on a continuing basis.

To be eligible for the higher rate of Mobility Allowance, you must also be receiving Disability Support Pension, Parenting Payment, Newstart Allowance or Youth Allowance (job seeker) and:

•
be working for at least 15 hours per week on wages that are at or above the relevant minimum wage, or
•
be undertaking job search activities for work of at least 15 hours per week on wages that are at or above the relevant minimum wage under an Employment Pathway Plan with Centrelink or an employment services provider (e.g. Job Services Australia or Disability Employment Services), or
•
be working for at least 15 hours per week on productivity based wages under the Supported Wage System.

How does it work?

You may receive a:

•
fortnightly Mobility Allowance

•
Health Care Card if you are not getting any other payments from us.

Mobility Allowance is not subject to an income or assets test and is not taxable. 

You do not need to get other payments from us to be eligible for the standard rate of Mobility Allowance.

For more information visit www.centrelink.gov.au call 13 2717 or ask at a Centrelink Customer Service Centre.

Newstart Allowance

If your illness, injury or disability will prevent you from working or studying for only a short period, then depending on your age and circumstances you may be eligible for Newstart Allowance. Newstart Allowance assists you while you are looking for work and supports you to take part in activities that may increase your chances of finding work.

Am I eligible?

You may receive Newstart Allowance if you:

•
are 21 years of age or over and under age pension age 

•
are unemployed or working part-time 

•
are prepared to enter into and comply with an Employment Pathway Plan

•
are an Australian resident*

•
have been in Australia as an Australian resident for at least 104 weeks (there are some exceptions) 

•
are in Australia when you claim 

•
are not involved in industrial action

•
meet the income and assets test, and

•
meet Activity Test or participation requirements, or are exempt from these requirements.

*For more information on residence requirements see Centrelink—the basics.

In special circumstances (such as if you are ill or injured or have a personal crisis) you may be able to get a short-term exemption from the Activity Test or participation requirements. If your family situation meets certain special circumstances you may be exempt for longer periods.

For more information on Newstart Allowance see Looking for work? And the Newstart Payment Rates factsheet. This is available by visiting www.centrelink.gov.au calling 13 2850 or asking at a Centrelink Customer Service Centre.

Sickness Allowance

Sickness Allowance assists you if you are employed and temporarily unable to work due to a medical condition. In some situations full-time students may also be eligible for Sickness Allowance. Sickness Allowance is not a long-term payment. It is only paid because of a temporary incapacity to work or study. 

Am I eligible?

You may receive Sickness Allowance if you are temporarily unable to carry out your usual work or study because of illness, injury or disability and you:

•
are 21 years of age or over but under age pension age and have a job to return to, or

•
are 21 years of age or over but under age pension age and receive ABSTUDY, or

•
are 25 years of age or over but under age pension age and receive Austudy, and

•
meet the income and assets tests, and 

•
are an Australian resident*, and 

•
have been in Australia as an Australian resident for at least 104 weeks (there are some exceptions), and

•
are in Australia when you claim.

*For more information on residence requirements see Centrelink—the basics.

You must have work or study to return to when you are well again.

For more information about income and assets limits see the Disability and Carer Payment Rates factsheet. This is available by visiting www.centrelink.gov.au calling 13 2717 or asking at a Centrelink Customer Service Centre.

How does it work?

You may receive:

•
a fortnightly Sickness Allowance

•
Pharmaceutical Allowance 

•
a Health Care Card

•
a Pensioner Concession Card—if you are 60 years of age or older and have been in continuous receipt of an income support payment (or a social security pension) for at least the preceding 39 weeks. 

What else should I know?

You may also receive:

•
Rent Assistance

•
Remote Area Allowance

•
Telephone Allowance.

For more information on other assistance, see ‘Extra assistance’ in Centrelink—the basics. This is available by visiting www.centrelink.gov.au calling 13 2717 or asking at a Centrelink Customer Service Centre.

Youth Allowance

If your illness, injury or disability will prevent you from working or studying for only a short period, then depending on your age and circumstances you may be eligible for Youth Allowance. Youth Allowance provides assistance for young people who are studying, undertaking training and/or looking for work.

Youth Allowance allows young people to stay on the one payment as they move between looking for work, studying, training or undertaking an Australian Apprenticeship as long as you let Centrelink know when your circumstances change, and you meet the other obligations for payment.

Am I eligible?

You may get Youth Allowance if you are:

•
16 to 24 years of age* and studying full-time in an approved course at an approved institution, or
•
16 to 24 years of age* and a full-time Australian Apprentice, or

•
16 to 20 years of age*, have not completed Year 12 or an equivalent Certificate Level II qualification and are undertaking:

–
full-time study, or
–
part-time study and other approved activities for at least 25 hours per week, or

–
have a temporary exemption from the Activity Test (for example due to illness), or

•
16 to 20 years of age*, have completed Year 12 or an equivalent Certificate Level II qualification and are:

–
actively looking for suitable work, or
–
undertaking a combination of approved activities such as part-time work and training; or

–
have a temporary exemption from the Activity Test (for example due to illness),

•
are an Australian resident**, and
•
have been in Australia as an Australian resident for at least 104 weeks (there are some exceptions), and
•
are in Australia when you claim.

* or 15 years of age if considered independent and above the minimum school leaving age in your state or territory.

** For more information on residence requirements see Centrelink—the basics.

In special circumstances (such as if you are ill or injured or have a personal crisis) you may be able to get a short-term exemption from the Activity Test or participation requirements. If your family situation meets certain special circumstances you may be exempt for longer periods.

If you have a short-term illness or injury that prevents you from studying or training or from fulfilling your obligations as an Australian Apprentice, let Centrelink know as you may still be able to receive Youth Allowance for the period of the illness or injury.

For more information on Youth Allowance, see the Youth Allowance brochure. This is available by visiting www.centrelink.gov.au calling 13 2490 or asking at a Centrelink Customer Service Centre.

Pension Supplement

You may be eligible for Pension Supplement if: 

•
you receive Age Pension, Carer Payment, Wife Pension, Widow B Pension, Bereavement Allowance, or Disability Support Pension (except under 21 years without dependent children), or

•
you are over age pension age and receive an income support payment or allowance that is not listed above.

Pension Supplement is paid automatically each fortnight with your income support payment. You can choose to receive the minimum amount of Pension Supplement quarterly instead of every fortnight.

For more information visit www.centrelink.gov.au call 13 2300 or ask at a Centrelink Customer Service Centre.

Pensioner Education Supplement and ABSTUDY Pensioner Education Supplement

The Pensioner Education Supplement or ABSTUDY Pensioner Education Supplement assists you with the costs of study if you are undertaking an approved secondary or tertiary course of full-time or part-time study at an approved institution. This assistance is not taxable and not income or asset tested.

Am I eligible? 

You may get a Pensioner Education Supplement or ABSTUDY Pensioner Education Supplement if you are studying an approved course and you receive one of the following payments:

•
Carer Payment 

•
Disability Support Pension 

•
Newstart or Youth Allowance as a job seeker (in some circumstances) 

•
Parenting Payment (Single) 

•
Special Benefit as a sole parent 

•
Widow Allowance 

•
Widow B Pension 

•
Wife Pension (if your partner receives Disability Support Pension) 

•
Some Veterans’ Affairs pensions and payments. 

How does it work? 

The amount of Pensioner Education Supplement or ABSTUDY Pensioner Education Supplement you receive depends on your study load and the pension or payment you receive. Previous tertiary study may affect your eligibility. Other payments or entitlements may also be available while you are studying.

For more information about Pensioner Education Supplement see the Pensioner Education Supplement brochure and for more information about ABSTUDY Pensioner Education Supplement see the ABSTUDY brochure. These are available by visiting www.centrelink.gov.au calling 13 2490 (for Pensioner Education Supplement) or 13 2317 (ABSTUDY) or asking at a Centrelink Customer Service Centre.

Activity Test and participation requirements 

Some payments including Newstart Allowance, Youth Allowance, Parenting Payment and Special Benefit have Activity Test or participation requirements you must meet to show you are actively looking for work. This may include:

•
demonstrating you are actively looking for suitable paid work

•
accepting all suitable work offers (not just work you prefer to do)

•
attending all job interviews

•
attending all interviews with Centrelink and your employment services provider

•
agreeing to attend approved training courses or programs

•
never leaving a job, training course or program without a valid reason, and

•
entering into and complying with the terms of an Employment Pathway Plan when asked to do so.

It is important that you contact Centrelink or your employment services provider if you are unable to attend an appointment or activity they have arranged for you before the appointment or activity is due to occur. 

If you receive Newstart Allowance or Youth Allowance and you are thinking of changing address you should talk to us before you move. If moving reduces your prospects of getting work, your payment may be stopped. 

If you are a job seeker and receive a Centrelink payment that has activity test or participation requirements you must meet your Activity Test or participation requirements to get your payment. If you do not meet your requirements and you do not contact Centrelink or your provider to advise why you will be unable to attend an appointment or activity before the appointment or activity is due to occur, you may receive a failure and you may lose some or all of your payment, even if you had a good reason for not being able to attend. You will not be entitled to back pay for the time you missed. You may lose your payment for up to eight weeks if you persistently avoid your obligations.

If you are assessed as having a partial capacity to work or are a principal carer you will have part-time Activity Test or participation requirements.

If you are assessed as having a partial capacity to work or a temporary reduced capacity to work for 12 weeks or longer, you may be able to meet your Activity Test or participation requirements by attending a quarterly appointment with Centrelink. This will depend upon your assessed level of capacity. 

For more information visit www.centrelink.gov.au call 13 2850 or ask at a Centrelink Customer Service Centre.

What is an Employment Pathway Plan?

An Employment Pathway Plan (EPP) sets out the activities negotiated with your employment services provider or Centrelink to help you get a job, develop your skills or improve your job prospects. It also sets out the assistance you will be offered. The EPP is a legal document and starts from the date you sign it. You may not be paid income support if you refuse to enter into an EPP when asked to do so.

Mature Age requirements (if you are 55 years of age or over) 

If you are receiving Newstart Allowance or Parenting Payment and are 55 years of age or over, you may meet your Activity Test or participation requirements by undertaking 30 hours per fortnight of approved voluntary work, suitable paid work, self employment or a combination of these activities.

You will need to be connected to an employment services provider, such as Job Services Australia or Disability Employment Services and accept any referrals to suitable work.

Employment Services Assessment and Job Capacity Assessment

You may be referred for an assessment if we need more information about your capacity to work and your barriers to employment. This will help us to work out the most suitable support for you. The assessment will be conducted by a health or allied health professional.  There is no charge for an assessment.

If you have medical conditions or other barriers to work, and are requesting employment assistance or claiming or receiving a payment such as Disability Support Pension or Newstart Allowance, we will arrange an assessment that is appropriate to your circumstances. This could be:

•
an Employment Services Assessment that focuses on identifying the type of employment service or other assistance that can best help you to prepare for, find and maintain work, or
•
a Job Capacity Assessment that will determine the impact of your medical conditions and disabilities on your ability to work and whether you can benefit from employment assistance.


If you are receiving Disability Support Pension and you wish to access employment assistance, you can be referred for an Employment Services Assessment on a voluntary basis. This assessment will not affect your eligibility for Disability Support Pension. 

For more information on the assessment process, visit www.centrelink.gov.au call 13 2717 or ask at a Centrelink Customer Service Centre.

Lodging a medical certificate 

If you submit a medical certificate, we assess whether your medical condition affects your capacity to work or to participate in other activities such as training.

Lodging a medical certificate does not automatically mean you can stop looking for work or participating in other activities. The only time you do not have to look for work or undertake other suitable activities is when we determine you are temporarily unable to do any suitable work or participate in a suitable program.

We may contact your doctor if we need more information about your condition or your capacity to work.

You may also be asked to attend an appointment with one of our Customer Service Advisers to discuss activities or services that may help you to undertake work in the future.

Options to help you participate

There are many options available to help you when you start looking for work, or start work or study. These include if:

•
you are receiving Disability Support Pension and start working, your payment will not necessarily stop. In many cases your payment will continue but your fortnightly payments will vary depending on the income you earn—in most cases, the combined income from work and your pension payment will increase your total income. If you earn income from employment, we can provide you with an estimate of what your total fortnightly income could be. For more information call 13 2717
•
you are receiving Disability Support Pension and start working or increase your hours of work and your payment stops, your Disability Support Pension may be suspended for two years rather than cancelled. If your Disability Support Pension is suspended, it can be restored if you stop working or if you reduce your hours of employment within the two-year suspension period. You will also be able to retain your Pensioner Concession Card for 12 months if you go off a payment because you are working

•
you receive a payment from us and start studying, you may receive a one-off Education Entry Payment to help you with the costs of studying

•
you participate in activities such as job seeking, Disability Employment Services or any combination of paid work, voluntary work and vocational training and cannot use public transport without substantial assistance, you may be eligible for Mobility Allowance—see page 7

•
you receive certain payments from us and undertake full-time or part-time study, you may be eligible for Pensioner Education Supplement or ABSTUDY Pensioner Education Supplement—see page 9.

In addition to the above services and payments, a number of other services are designed to help you find full-time or part-time work, community work or access education or training. For more information see the ‘Helping you return to work, education or training’ table in Centrelink—the basics. 
Senior Customer Service Advisers

Many people who are ill, injured or have a disability are keen to work, study or get more involved in the community but may face significant barriers. We have support and assistance options available to help you fulfil and improve your ability to participate.

Our Senior Customer Service Advisers are trained to assist you if you are ill, injured or have a disability. They can:

•
refer you to an employment services provider

•
help you access training in your local area

•
advise you on medical eligibility for disability related payments, and

•
if you are not ready for employment assistance, link you to your local disability organisations.

JobSearch facilities

The self-service JobSearch facilities at some Centrelink Customer Service Centres can help you identify employment opportunities and assist you in other job related activities. 

You can use the facilities to:

•
update and print your résumé

•
search and apply for jobs online

•
find your local Job Services Australia provider

•
look for information about apprenticeships, education and training.

You may also wish to check job vacancies in:

•
commercial employment agencies

•
local and national newspapers

•
trade and professional magazines

•
offices of Job Services Australia providers and Disability Employment Services providers.

JobAccess

JobAccess is a free service that offers help and workplace solutions for you and your employer if you have a disability. A JobAccess Adviser can discuss your situation with you and give you confidential and expert advice on topics including:

•
employment opportunities 

•
workplace modifications

•
study, training and apprenticeships

•
Job in Jeopardy assistance.

For more information visit www.jobaccess.gov.au or call Freecall™ 1800 464 800.

Employment services providers

If you are a job seeker with an illness, injury or disability that makes it hard for you to find and retain employment, there are services that may assist you. If you are receiving Disability Support Pension participation in any of these services is voluntary.

If you are eligible, Centrelink can refer you to Job Services Australia, a national network of employment services funded by the Australian Government to help you find paid work.

The aim of Job Services Australia is to provide the most appropriate level of service based on your individual needs. Employment services providers can help you develop a résumé, match your skills to all vacancies lodged nationally and provide you with individually tailored job search assistance to improve your employment prospects and job search techniques. If you are eligible for the full range of services, your employment services Australia provider may be able to provide additional assistance to help you secure work. If you do not have a current assessment of your work capacity you will generally need to have a Employment Services Assessment before you can access these services.

At your first contact with us, job seekers claiming Newstart Allowance and Youth Allowance (job seeker) will be referred to a Employment Services provider within two working days to assist you to find employment or training. 

Some employment services providers deliver Disability Employment Services and can provide specialist employment services for people with a disability, illness or injury. 

For more information visit www.centrelink.gov.au or call 13 6268.

Disability Employment Service

This network of specialist employment services provides assistance to people with a disability, injury or health condition. These services may be available to you if you are 14 to 65 years of age and an Australian resident. If you do not have a current assessment of your work capacity you will generally need to have a Employment Services Assessment before you can access these services. The Assessor will refer you to the service that best suits your needs.

Australian Disability Enterprises

Australian Disability Enterprises are organisations that provide paid employment in a supported environment for people with a disability who have high support needs. For more information call 13 2717 or ask at a Centrelink Customer Service Centre.

Supported Wage System

Most Australians who have a disability and participate in the open workforce do so at full rates of pay. However, there are some people who are unable to find or keep a job at full wage rates due to the effect of their disability on workplace productivity. 

The Supported Wage System is a process that allows employers to pay less than the minimum wage by matching a person’s productivity with a fair wage. With the Supported Wage System, eligible people with disability can access a reliable process of productivity-based wage assessment to determine fair pay for fair work.

New Enterprise Incentive Scheme

The New Enterprise Incentive Scheme (NEIS) helps eligible unemployed people start and run their own small business. It provides training, support and helps participants to become self-supporting and independent. You may be eligible for help to become self-employed through the NEIS.

Eligible NEIS participants undertake an accredited three-month small business management course. Participants receive 12 months of business advice and mentor support to help the business become successful.

There is a range of other options to help you find full-time or part-time work, access community work, education and training, and assist you while you are undertaking a full-time Australian apprenticeship or entering the workforce now or in the future. For more information see Centrelink—the basics. This is available by visiting www.centrelink.gov.au calling 13 2717 or asking at a Centrelink Customer Service Centre.

Extra assistance

Assurance of Support

If you have arrived under an Assurance of Support, it means your assurer is required to support you in Australia for two or 10 years, depending on your visa type. If you or your dependants claim certain payments from us, the assurer must repay the full amount to the government. These payments may include:

•
Austudy

•
Newstart Allowance

•
Parenting Payment 

•
Partner Allowance

•
Sickness Allowance

•
Special Benefit

•
Widow Allowance

•
Youth Allowance.

The assurer must also repay certain add-on payments, such as Rent Assistance and Crisis Payment, back to the government if received with one of the payments listed above.

For more information see Information in your language and the Assurance of Support factsheet. This is available by visiting www.centrelink.gov.au calling 13 2850 or asking at a Centrelink Customer Service Centre.
Financial Information Service

Anyone of any age can receive the confidential, free, independent and expert information provided by our Financial Information Service. It can help you make informed decisions about investment and financial issues for your current and future needs.

Financial Information Service Officers can:

•
provide you with expert financial information to help you maintain and improve your standard of living

•
increase your confidence to deal with financial issues

•
assist you to understand your financial affairs and the options available to you

•
alert you to the levels of risk associated with different financial products

•
explain the roles of the different experts in financial and associated industries.

Financial Information Service Officers cannot:

•
provide financial advice or financial counselling

•
recommend any particular type of investment or financial planners

•
tell you how to invest your money

•
tell you the exact amount of a payment that you may get from Centrelink or the Department of Veterans’ Affairs (but they can give you an estimate).

For more information see the Financial Information Service factsheet. This is available by visiting www.centrelink.gov.au calling 13 2300 or asking at a Centrelink Customer Service Centre. Financial Information Service Officers also conduct regular information seminars on a range of topics. This is available by visiting www.centrelink.gov.au calling 13 2300 or asking at a Centrelink Customer Service Centre.
Medicare card

If you pay for a Medicare service for someone else—such as a grandchild or someone you are caring for—you are able to receive the Medicare benefit for the service even if this person is not enrolled on your Medicare card.

If you have paid for a Medicare service for a person in your care, you will need to:

•
advise a service officer in a Medicare office that you paid for the Medicare service

•
provide the patient’s Medicare card or their full name and date of birth, and
•
present the doctor’s account or account and receipt for the Medicare service you wish to claim a benefit for.

If you are unable to make it to a Medicare office, you can also make a claim by calling 13 2011 or by posting your account together with a claim form to Medicare, GPO Box 9822 in your capital city. If the person you are claiming for is enrolled on your Medicare card and you are registered for Medicare Australia Online Services, some claims can also be lodged online.

For more information go to www.medicareaustralia.gov.au call 13 2011 or visit your local Medicare office.

Medicare Safety Net

If you need to see a doctor or have regular tests you could end up with high medical costs. The Medicare Safety Net is designed to help you when you need it most. Once you reach and qualify for a safety net threshold, visits to your doctor or having tests may cost you less.

Individuals are automatically registered. Families and couples need to register—even if all your family members are listed on your Medicare card you still need to register. To register, or for more information go to www.medicareaustralia.gov.au then For individuals and families > Services and programs > Medicare Safety net, call 13 2011 or ask at your local Medicare office.

Making a claim

The first step in claiming most payments is to register an Intent to Claim. This lets us know you will be applying for a payment soon. You or someone on your behalf may register your Intent to Claim online, in person or by phone.

When you are making a claim you need to provide us with accurate information about your circumstances. The information you need to provide is listed in the relevant claim form and the claim information booklet. If the information you provide is not correct or your circumstances change and you do not tell us, you may be overpaid and will have to repay the money. You can lodge some claims using self service by visiting www.centrelink.gov.au calling 13 6240 or at a Centrelink Customer Service Centre. 

See Centrelink—the basics for information on how to make a claim, what you need to prove your identity, the definition of a partner, how soon a payment can be made and how to arrange an Advance Payment.

Your rights and responsibilities 

It is your responsibility to decide if you wish to apply for a payment and to make the application, taking into consideration your particular circumstances.

You must tell us if things change

When you are granted a payment or service from Centrelink or the Family Assistance Office, we will send you a letter listing events and changes to your situation you must tell us about. 

To tell us if things change, you can:

•
update your details at www.centrelink.gov.au
•
call the ‘13’ or ‘1800’ number most relevant to your circumstances 

•
visit a Centrelink Customer Service Centre. 

If you have changed your contact details remember to let Medicare know as well.

Note: we match information with the Australian Taxation Office, Australia’s immigration authorities, government departments and other organisations, and verify income with employers. We also act on public information. If you are overpaid benefits, you will probably have to repay the money. If you have deliberately given us incorrect information you may face an range of consequences, from recovery fees to criminal prosecution.

Dealing with third parties

You may deal with a third party who is not a member of our staff. If you do, please remember that we have not authorised any third parties to provide information or advice to you about payments and cannot be responsible for the information these parties provide. 

Getting someone to deal with Centrelink for you 

Some of our customers have difficulty managing their business with us, often because of a disability or illness or because of problems reading, writing, understanding instructions or handling money. We offer customers who are receiving a payment and/or service from us and/or the Family Assistance Office several ways for someone to deal with us on their behalf.

Person Permitted to Enquire 

You can arrange with us to authorise a person or organisation to make enquiries to Centrelink on your behalf. This is referred to as a Person Permitted to Enquire. This is not a nominee arrangement.

Nominee arrangements 

There are two types of nominee arrangements:

Correspondence nominee arrangements enable you to authorise a person or organisation to act on your behalf when dealing with us. Correspondence nominees can:

•
make enquiries on your behalf

•
receive copies of your mail

•
notify us of changes to your circumstances

•
complete Centrelink forms and statements

•
provide us with documents relating to your circumstances

•
attend appointments with you or on your behalf.

Payment nominee arrangements enable you to authorise a person or organisation to receive your payments into an account maintained by the nominee. A payment nominee can be:

•
given only minimal information regarding issues affecting your payments

•
asked to supply records of how the money received was used for your behalf. The nominee must maintain relevant financial records (monetary penalties may apply if they fail to do so). 

You may choose to either have one nominee for both correspondence and payment arrangements or have different nominees for each type of nominee arrangement. If you are interested in this kind of arrangement, ask for the form authorising a person or organisation to enquire or act on your behalf.

A nominee is required to advise us of anything that might affect their ability to act as a nominee. Nominee arrangements are subject to review. We are not obliged to accept a nominee arrangement unless it is in the customer’s best interests. Individual nominees can register for self service to view or update information on your behalf. 

If you have a nominee appointed to manager your affairs, you cannot be appointed as a nominee for someone else.

For more information visit www.centrelink.gov.au call 13 2717 or ask at a Centrelink Customer Service Centre.

Our service commitments

We are committed to Our Service Commitments. It is a public statement about the standards of service that you can expect from us. It also contains information about your rights and what you can do if you are unhappy with the services that you have received and how to provide other feedback, both positive and negative.

For a copy of Our Service Commitments and related information, visit www.centrelink.gov.au call the ‘13’ or ‘1800’ number most relevant to your circumstances or ask at a Centrelink Customer Service Centre. 

Reviews and appeals

If you are not happy with a decision made by Centrelink there are several things you can do. You can discuss your case with the person who made the original decision. You do not have to do this but it gives you a chance to correct misunderstandings and present new information. 

You have the right to ask for a review by an Authorised Review Officer if you think a decision is wrong. You may do this without first talking to the person who made the decision, but that person may still look at your review unless you have asked for this not to happen. 

You should contact us as soon as possible because time limits apply in some cases and back payments may not be paid if the decision is changed. For more information see Centrelink—the basics. This is available by visiting www.centrelink.gov.au or asking at a Centrelink Customer Service Centre.

If you believe the Authorised Review Officer’s decision is incorrect, you can then apply for review by the Social Security Appeals Tribunal. For more information, visit www.ssat.gov.au call Freecall™ 1800 011 140 or write to GPO Box 9943 in your nearest capital city.

Both you and Centrelink may apply to the Administrative Appeals Tribunal for a review of the Social Security Appeals Tribunal decision.

Both you and Centrelink may appeal a decision of the Administrative Appeals Tribunal to the courts, but only on a question of law.

You can choose to be legally represented at any stage of the review and appeals process. People have been successful at all stages without representation. 

Free advice and assistance may be obtained from welfare rights centres and legal aid services. 

How to provide feedback 

If you have feedback about our services you have the right to contact us. Feedback could include compliments, suggestions for improvements and complaints about our service, a decision we have made, the way that a policy is interpreted, staff behaviour and attitude or any other aspects of our operations. 

Feedback can be provided by: 

•
completing an online comment card at www.centrelink.gov.au 

•
talking to any Customer Service Adviser

•
completing a comment card at a Centrelink Customer Service Centre, or 

•
calling the Customer Relations Line on Freecall™ 1800 050 004. 

If you have a hearing or speech impairment, you can contact Customer Relations staff using a TTY phone on Freecall™ 1800 000 567.

We will not discriminate against or otherwise disadvantage anyone who lodges a complaint or provides other feedback.

If you have contacted our Customer Relations staff with a concern and it has not been resolved to your satisfaction, you can take the matter further by contacting the Commonwealth Ombudsman on 1300 362 072.

Keeping your personal information private 

You have a right to have the personal information that we collect about you kept private. We are bound by legislation that contains strict confidentiality provisions that limit who can look at information about you and when and to whom it can be given. We are also bound by the Privacy Act 1988.

Specific details of how your information will be used and who it may be given to can be found in the privacy notices we provide when you give us personal information. The Your right to privacy factsheet is also available online by visiting www.centrelink.gov.au calling the ‘13’ or ‘1800’ number most relevant to your circumstances or asking at a Centrelink Customer Service Centre.

Limited information about you may be used as part of market research undertaken by the Department of Human Services, Centrelink and its policy departments, or by research organisations on behalf of Centrelink or policy departments. Your privacy is protected throughout this process. For more information visit www.centrelink.gov.au and see the Market research and you factsheet.

If you have a question about privacy, confidentiality or access to information, ask to speak with the Centrelink Privacy Officer in your area.

More information

Weekly Payments

Weekly payments may be available to customers who find it difficult to budget on a fortnightly basis. Eligible customers would receive their income support payment on a weekly rather than fortnightly basis, until their circumstances improve. Weekly payments form part of Centrelink services for vulnerable and ‘at risk’ customers. Centrelink currently has a range of options to assist these customers, including but not limited to: 

•
Centrepay

•
Income Management, including Voluntary Income Management

•
referrals to welfare agencies, housing authorities and social workers, and 

•
payment nominees and youth agencies.

Income Management

Income Management is a way to help you manage your money. It means that part of your Centrelink payments will be set aside by Centrelink to help you pay for things you and your family need. It applies only in selected locations.

Income Management will not reduce the total amount of your payments from Centrelink. It will only change the way you receive your payments. The rest of your regular fortnightly payments will be paid to you in the usual way.

Your income managed money can be used for priority items such as food, rent, utilities and clothing.

You can spend your income managed money by using the BasicsCard, or by organising direct payments to organisations such as stores, landlords or utility providers.

For more information about Income Management visit www.centrelink.gov.au or call the Income Management Line on 13 2594.

Voluntary Income Management 

If you are not subject to a compulsory measure of Income Management, are on a relevant Centrelink payment and live in a selected location, you can choose to participate in Voluntary Income Management. This means that Centrelink can help you manage your payments. 

Voluntary Income Management applies only in selected locations. You will need to talk to Centrelink to see if your payments can be income managed. Once you sign up you will have to stay on it for at least 13 weeks. After that you can stop whenever you like. 

For more information about Voluntary Income Management visit www.centrelink.gov.au or call the Income Management Line on 13 2594.

Centrepay

Centrepay can make it easier for you to pay your bills. Centrepay is a free bill paying service offered to customers receiving regular payments from Centrelink. Through Centrepay you can choose to pay bills by having a regular amount deducted from your Centrelink payment. 

These deductions are forwarded directly to participating organisations as full or part payment for services. Participation is entirely voluntary and you can choose to start, stop or change your Centrepay deductions at any time. Centrepay can help you pay regular bills and expenses like:

•
rent

•
telephone

•
electricity, gas, water

•
medical services and equipment

•
food

•
child care

•
council rates

•
ambulance costs

•
home care services

•
Indigenous Business Australia loan repayments

•
rental of household goods

•
no-interest loans

•
court fines or infringements, and
•
school fees. 

Centrepay has thousands of participating organisations. To find out if an organisation is registered with Centrepay contact Centrelink or speak to the organisation you would like to pay. 

For more information about Centrepay see the Manage your bills for free—Centrepay brochure. This is available by visiting www.centrelink.gov.au or asking at a Centrelink Customer Service Centre.

Rent Deduction Scheme

If you pay rent to a state or territory housing authority you can choose to have your rent paid automatically from your Centrelink payment directly to your housing authority. 

The Rent Deduction Scheme is a service provided by Centrelink in partnership with state and territory housing authorities. 

This service is free of charge and you can apply to join or withdraw from the service at any time. To join the Rent Deduction Scheme you need to contact your local housing authority and ask for a deduction form. To withdraw from the Scheme you need to contact your local housing authority or Centrelink. 

For more information visit www.centrelink.gov.au or ask at a Centrelink Customer Service Centre. 
Specialist staff

We have specialist staff to assist you in difficult times. A comprehensive list can be found in Centrelink—the basics.

For more information ask at a Centrelink Customer Service Centre or contact the relevant ‘13’ or ‘1800’ number listed below.

How to contact us

Visit www.centrelink.gov.au for more information about Centrelink payments and services or contact us in any of the following ways.

By phone

Are you ill, injured or do you have a disability 
13 2717

Caring for someone

About to retire or in retirement
13 2300

Seniors

Needing help after someone has died

Needing help in a crisis
13 2850

Looking for work (21 and over)

Are you a farmer, self-employed or rural Australian 

Recently moved to Australia

Parent or guardian
13 6150

Family Assistance Office

Youth and Student Services
13 2490

Looking for work (under 21)

Youth Allowance

Austudy

Pensioner Education Supplement

ABSTUDY
13 2317

Assistance for Isolated Children
13 2318

Australian Government Services Fraud Tip-off Line
13 1524

BasicsCard Balance Check
Freecall™ 1800 057 111

Centrelink Business Hotline
13 1158

Centrelink International Services
13 1673

For information about claiming a payment from a country other than Australia and about claiming an Australian payment while outside Australia

Calling from outside Australia

	Country calling from
	Free call phone number

	Austria
	0800 295 165

	Canada
	1888 2557 493

	China – North*
	10 800 6100 427

	China – South
	10 800 2611 309

	Denmark
	8088 3556

	Germany
	0800 1802 482

	Greece
	0080 0611 26209

	India
	000 800 61 01098

	Indonesia
	001 803 61 035

	Italy
	800 781 977

	Republic of Korea
	003 081 32326

	The Netherlands
	0800 0224 364

	New Zealand
	0800 441 248

	Philippines
	1800 1611 0046

	Poland
	00 800 6111 220

	Portugal
	800 861 122

	Singapore
	800 6167 015

	Spain
	900 951 547

	Thailand
	001 800 611 4136

	Turkey
	00 800 6190 5703

	United Arab Emirates
	800 061 04319

	The United Kingdom
	0800 1695 865

	The United States of America
	1866 3433 086


*China (North) includes the provinces of Beijing, Tianjin, Hebei, Shanxi, Inner Mongolia, Heilongjiang, Liaoning, Jilin, Shandong and Henan. All other provinces are considered to be China (South) for this purpose. This free call may not be available from every location within the country, and may not be free from mobile phones or public phones. 

If free call numbers are not available, you can reverse charges to +61 3 6222 3455 by requesting this through your local operator in your country of location, if this service is provided by your local telephone provider.

Customer Relations
Freecall™ 1800 050 004

Suggestions, complaints or compliments

Drought Assistance
13 2316

Financial Information Service
13 2300

Financial Information Service seminar bookings
13 6357

Foreign Income Exchange Line
Freecall™ 1800 050 041

If you get income from a country other than Australia and want to know the exchange rate that has been applied to that income by Centrelink

Income Management Line
13 2594

Indigenous Call Centre
13 6380

Payments for Australian Apprentices
13 3633

To speak to Centrelink in a language other than English
13 1202

TTY* Customer Relations
Freecall™ 1800 000 567

TTY* Enquiries
Freecall™ 1800 810 586

*TTY is only for people who are deaf or have a hearing or speech impairment. A TTY phone is required to use this service.

Note: calls from your home phone to Centrelink ‘13’ numbers from anywhere in Australia are charged at a fixed rate. That rate may vary from the price of a local call and may also vary between telephone service providers. Calls to ‘1800’ numbers from your home phone are free. Calls from public and mobile phones may be timed and charged at a higher rate.

Some tips when calling

•
Stay on the line—try not to hang up and redial, you may wait longer

•
Have your details ready—it helps if you have your reference number and any letter you want to talk about with you when you call

•
Have a pen and paper ready to take notes

•
We will not give you details about other people, even family members, unless you have written permission or they are with you when you call.

In person

When you visit a Centrelink Customer Service Centre you will be referred to an appropriate Customer Service Adviser. Appointments can also be arranged. If you live in a rural or remote area, Centrelink has an extensive network of Agents and Access Points that may also be able to assist you. For more information call 13 2316 or ask at a Centrelink Customer Service Centre.

In writing

Our contact address is on every letter we send you, or refer to the White Pages for the address of your nearest office.

Centrelink self service

Centrelink self service is a quick and convenient way to report, update or view your personal details without having to speak to a Centrelink Customer Service Adviser or visit a Centrelink Customer Service Centre.

Online Services—are secure, convenient and protect your privacy. Some of the options that make it easier for you to do business with us:

•
report income, Activity Test/participation requirements and changes to your circumstances

•
view your Centrelink payment history and check when and how much your next Centrelink payment will be 

•
apply for an Advance Payment

•
print an Income Statement, Rent Certificate or Reporting Statement  

•
update contact details, bank account details and study details

•
view a summary of your current income and assets

•
view, add, change or cancel deductions

•
check appointment details and reporting dates, and
•
claim for Age Pension, student payments and family assistance payments.

Phone Self Service—provides you with a convenient way to do some of your Centrelink business:

•
call 13 6240—to   access a range of phone services 

•
call 13 3276—(13 EARN)—to report income, Activity Test/participation requirements and changes to your circumstances.

For more information about reporting requirements visit www.centrelink.gov.au
Nominee access to Online Services—gives nominees the choice to do Centrelink business on behalf of a customer they are a nominee for, using Online Services.

Online Letters—gives you the choice to view some letters from Centrelink online rather than having them sent to your postal address.

Electronic Message Reminder—is a free personalised reminder service that sends an SMS text message or email to remind you about appointments and other messages. 

For more information about Centrelink self service see Centrelink-the basics or visit www.centrelink.gov.au
Medicare Australia Online Services

Medicare Australia’s Online Services provide you with an extra way to view, update and request information and services from Medicare Australia.

You can register for Online Services at www.medicareaustralia.gov.au or at your local Medicare office.

Online Services is useful if you can’t get to a Medicare office or just prefer to do your business online.

Once registered for Online Services, you can:

•
lodge some Medicare claims online

•
request a replacement or duplicate Medicare card—only two replacement Medicare cards can be requested online per year 

•
register and update your bank account details—claim at your doctor’s and get your Medicare benefit paid into your bank account 

•
update your personal details—such as contact details, preferred language, Indigenous status and Medicare card address 

•
view, print and save your Medicare claims history statement—for up to 12 months from the date of the request 

•
view your Medicare Safety Net balance 

•
view, print and save your Medicare benefit tax statement—previous and current financial years available 

•
view your Individual Healthcare Identifier number history 

•
view and update your Individual Healthcare Identifier number alternate names 

•
view your Care Plan access history 

•
view your organ donor registration details 

•
view your child’s immunisation history statement—a statement of your child’s first seven years is available to parents of children aged up to 14 years.

Other organisations and useful information

Please check your phone book for details of these organisations in your state or territory.

ACE National Network—provides employment assistance and post placement support to people with a disability in competitive environments. Visit www.acenational.org.au

Australian Communication Exchange—helps empower deaf, hearing impaired and speech impaired Australians by providing equal access to telecommunication technology through services like the National Relay Service. Visit www.aceinfo.net.au
Australian Hearing—dedicated to helping people manage their hearing impairment to deliver a better quality of life. Australian Hearing provides services to eligible pensioners and most veterans. Visit www.hearing.com.au or call 13 1797.

Australian Sports Commission—provides information on sport for people with a disability. Visit www.ausport.gov.au

Better Hearing Australia Inc—gives an Australia-wide community support service of rehabilitation and help for the hearing impaired. Visit www.betterhearing.org.au
Blind Citizens Australia—the united voice of blind and vision impaired Australians. Visit www.bca.org.au
Brain Injury Australia—the national Acquired Brain Injury (ABI) advocacy organisation representing the needs of people with an ABI, their families and carers, through its state and territory member organisations. Visit www.braininjuryaustralia.org.au

Carers Australia—the national peak body for carers, representing the needs and interests of carers at the national level. The members of Carers Australia comprise the eight state and territory Carers Associations. Visit www.carersaustralia.com.au or call Freecall™ 1800 242 636.

Commonwealth Respite and Carelink Centres—assist carers to access respite or to take a break. They provide information about community and other aged care services. They can provide information and advice about respite options and help with organising planned or emergency respite. Visit www.commcarelink.health.gov.au or call Freecall™ 1800 052 222. For after hours emergency respite call Freecall™ 1800 059 059.

CRS Australia—helps people with a disability, injury or health condition get a job or return to work by providing individualised vocational rehabilitation. CRS Australia also helps employers to keep their workplaces safe. Visit www.crsaustralia.gov.au or call Freecall™ 1800 277 277.

Deafness Forum of Australia—improving the quality of life for Australians who are deaf, hearing impaired or have a chronic ear disorder. Visit www.deafnessforum.org.au

Department of Education, Employment and Workplace Relations—providing national leadership in education and workplace training, transition to work and conditions and values in the workplace. Visit www.deewr.gov.au
Department of Families, Housing, Community Services and Indigenous Affairs—looks after a broad range of issues affecting the living standards of Australian families, communities and individuals. Visit www.fahcsia.gov.au
Department of Human Services—brings together six agencies that collectively aim to improve the delivery of relevant health and welfare services to all Australians. Visit www.humanservices.gov.au
Family Relationships Centres/Family Relationship Advice Line—provide information, advice and dispute resolution to help parents/carers focus on the needs of the children and develop workable arrangements for the children without going to court. Visit www.familyrelationships.gov.au or call Freecall™ 1800 050 321.

Medibank Health Solutions—delivers expertise and experience in medical advisory, assessment and health screening services. Visit www.medibankhealth.com.au or call 1300 361 046.

Human Rights and Equal Opportunity Commission—deals with matters relating to discrimination on the grounds of race, colour or ethnic origin, racial vilification, sex, sexual harassment, marital status, pregnancy, or disability. Visit www.hreoc.gov.au
Medicare Australia—delivers health payments, services and information. 

•
Visit www.medicareaustralia.gov.au
•
Medicare Australia: call 13 2011. 

•
Pharmaceutical Benefits Scheme: call Freecall™ 1800 020 613. 

•
Australian Organ Donor Register: call Freecall™ 1800 777 203. 

•
Australian Childhood Immunisation Register: call Freecall™ 1800 653 809. 

Mental Health Council of Australia—promotes the mental health of all Australians. Visit www.mhca.org.au
National Council on Intellectual Disability—aims to improve the quality of life of people with intellectual disabilities. Visit www.ncid.org.au
National Disability Services—represents services for people with disabilities and their families. Visit www.nds.org.au

National Ethnic Disability Alliance—promotes the rights of people from non-English speaking backgrounds with disabilities throughout Australia. Visit www.neda.org.au

National Information Communication Awareness Network—provides information on organisations, activities, and services for people with disabilities, their support workers, families and friends, and others in the community. Visit www.nican.com.au
Physical Disability Council of Australia—represents the interests and views of people with physical disabilities. Visit www.pdca.org.au
Spinal Cord Injuries Australia—deals in the prevention of spinal cord injury, care for those with spinal cord injury and the support of research to find a cure for spinal cord injury. Visit www.scia.org.au

Vision Australia—works in partnership with people who are blind or vision impaired and their families, to expand the choices available to them. Visit www.visionaustralia.org.au

Women With Disabilities Australia—addresses the particular needs of women with disabilities in Australia. Visit www.wwda.org.au
Disclaimer 

The information contained in this publication is intended only as a guide to payments and services. It is your responsibility to decide if you wish to apply for a payment and to make an application, taking into consideration your particular circumstances.

This information is accurate as at July 2011. If you use this publication after that date, please check with us that the details are current.

Giving you options

Centrelink is an Australian Government agency within the Human Services Portfolio, delivering payments and services on behalf of a number of government departments, including:

•
the Department of Agriculture, Fisheries and Forestry

•
the Department of Education, Employment and Workplace Relations, and
•
the Department of Families, Housing, Community Services and Indigenous Affairs.

Information for all the times in your life
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