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INTRODUCTION 

Practitioners access the SWEP Database via the Practitioner Portal (https://swep.service-

now.com/csm) to do the following: 

• Manage Practitioner Registration details  

• Request an upgrade of their current credentials or re-credential with SWEP 

• Create new applications for their consumers 

• View the status of existing applications 

• Request the escalation, transfer or withdrawal of an existing application 

This user guide explains the processes required to complete the actions noted above. 

NEW PRACTITIONER REGISTRATIONS 

All allied health, nursing, and domiciliary oxygen Practitioners must be registered with SWEP in order 

to have prescriptions accepted and acted upon. Practitioners will be registered as individuals and not 

as organisations. 

All SWEP Practitioners will be allocated a traffic light colour which relates to the level of recognition 

SWEP gives to their experience and further education: 

1. A Green therapist can prescribe commonly used item for consumers considered as non-
complex. 

2. An Amber therapist will have a higher level of expertise and education. The item they can 
prescribe and consumers they can prescribe for are more complex. 

3. A Red therapist is recognised as an expert in their field. Prescriptions requiring the expertise of 
these therapists will be the most complicated, and the consumers the most complex. 

To register with SWEP, Practitioners need to complete a two-step registration process before their 

request is reviewed. 

1. From the Practitioner menu on the SWEP website, select Practitioner Registration: 

 

https://swep.service-now.com/csm
https://swep.service-now.com/csm
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2. Click Register. 

3. Complete all sections of the form. 

 

Note: The “I agree to the SWEP Terms and Conditions” box must be ticked in order to submit 
the form. 

4. Click Submit. 

The system creates a Practitioner record, and sends a notification containing the username and 

temporary password so that the registration can be completed.   
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1. Using the link provided in the email notification navigate to the log on page and enter the User 
name and temporary password. 

 

2. The system will then prompt to reset the current password.  

Note: passwords must be at least 8 characters in length and contain at least 1 capital letter 
and 1 number. 

 

Once the new password is accepted by the system, the user will be taken to the Practitioner Portal 

with provisional access rights. Full access to the Practitioner Portal, including the ability to create and 

view applications will be granted upon review and activation of the Practitioner account by SWEP. 
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To complete the registration: 

1. Click Manage Registration Profile. 
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2. Review the fields that to ensure that the details are correct (any fields in white can be edited). 

 

3. If required to provide supporting documentation, use the paperclip icon at the top-right 
corner of the form to add attachments. 

 

PRACTITIONER ORGANISATION DETAILS  

In order to complete applications through the SWEP Database, Practitioners are required to provide 

the details of Organisations through which they provide services.  

SWEP has expanded its partnerships with other agencies and as part of this process, SWEP will be 

sharing information with these agencies about your work location, contact details and credentialing 

levels for different types of AT.  

The information provided to these agencies will be used for the same reason that SWEP uses it; for 

the purposes of identifying credentialing levels for different types of AT and to facilitate the matching 

of suitably qualified and skilled AT Practitioners with consumers. These agencies may in turn contact 

you to see if you have current capacity to provide services in your area for a consumer.  

You may choose to opt out of sharing your information at any time by either unticking the box or 

deselecting the individual partnered agencies with which you do not want your information shared.  

To add Professional Organisation Details and select make your sharing and capacity preferences: 

1. At the bottom of the Manage Practitioner Registration form, under Related Lists, click on 
Practitioner Organisation Details. 

 

This view will display all details for each Practitioner Organisation a Practitioner wishes to 
register under after they have been created. 

 

2. Click New. 
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3. Search the desired organisation by typing the name into the Organisation field. Click on the 
name once it appears on the list of suggested results. 

 

4. Complete the Email, and either the Phone or Mobile Number. 
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5. Complete the Address fields. 

 

Alternatively, tick the Use Organisation Address box.  

 

6. The I agree for my details to be shared with the below listed agencies box is ticked, therefore 
opting Practitioners in, by default. To opt out, untick the box. This will clear the fields below.  
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You can opt-in but declare that you do not have capacity to deliver services. To do this, select 
No from the I have capacity to delivery services to the below listed agencies choice box. 

 

7. You can read the Disclaimer by clicking the View SWEP Consent to Share Information 
Disclaimer hyperlink at the bottom of the form. 
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8. Click Save. The system will confirm that the changes have been saved. 

 

9. Use your browser’s back button to return Practitioner Organisation Details list. Repeat steps 
1 – 8 as needed.  

 

When you click on the newly added record, the detail will be displayed on the pane on the 
right side of the page.  

 

10. Again, use the browser’s back button to return to the registration page. When you return to 
the Practitioner Profile main page, note that there is now a blue circle noting the number of 
Practitioner Organisation Details added in the previous step. 

 

PROFESSIONAL MEMBERSHIPS 

The steps to add Professional Memberships is very similar to what has just been done.  

1. From the Manage Practitioner Registration page, click on Professional Memberships. 
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2. To add new membership details, click New. 

 

3. Select the Professional organisation from the dropdown menu and enter the relevant ID 
(membership number). 

 

4. Click Save. The system will confirm that the changes have been saved.  

 

5. Use your browser’s back button to return Professional Memberships list. 
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6. When you click on the newly added record, the detail will be displayed on the pane on the 
right side of the page. 

 

7. Repeat the previous steps for each membership to be added to the profile. Again, use the 
browser’s back button to return to the registration page. 

8. When all Practitioner Organisation Details and Professional Memberships have been added, 
click Save at the bottom of the form.  

A green system message will be displayed which noting that the minimum requirements to 
have their registration assessed have been met.  
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CREDENTIALING REQUES TS 

When a Practitioner registers with SWEP for the first time, they are given base credentials for their 

discipline at the Green level, if the hold less than 5 years’ experience in Assistive Technology (AT).  

Practitioners holding 5 or more years’ experience in AT have the option of requesting credentials at 

an elevated level (either Amber or Red) when they first register. This is done through the Practitioner 

Portal by lodging a Credentialing Request for Initial Assessment.  

To apply for an elevated credential level, Practitioners are required to attach a cover letter outlining 

their training and experience, a detailed CV and a completed Appendix 3 - Application Form for 

Upgrade, Re-credentialing or Initial Assessment of Practitioner Level for Experienced Clinicians. They 

must ensure they meet the requirements in Table 3 of The Standard before submitting a request. 

1. From the Practitioner Portal homepage, click on Credentialing Request. 

 

2.  Select the appropriate option. 

 

3. Click on the paperclip icon to attach supporting documentation. 
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4. Attached documents will appear at the bottom of the form. 

 

5. Click Submit (right side of the form). 

 

When the form is submitted, the you will be able to view the status of the ticket, receive and reply to 

messages before you are notified of an outcome of your request.  

To check the status of the request, you can click on Cases from the top-right corner of the Practitioner 

Portal.  

 

Requests for the escalation, transfer and withdrawal of applications submitted by the Practitioner will 

also be listed here.  
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APPLICATIONS 

OVERVIEW  

 

The Practitioner Portal has been built to provide Practitioners with a simple interface where they can: 

• Create new applications; 

• View the status of existing applications that they created, or applications that they have been 
indicated as the Authorising or Validating Practitioner of; and 

• Request the Escalation, Transfer or Withdrawal of one of their existing applications. 
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All applications created are dependent on the Practitioner’s discipline: 

Disciple Item Categories 

Administrative Support Bath & Toilet, Bedding, Compression Garments, Continence, 

Environmental Control Units (ECU), Home Modifications, 

Mobility Aids, Orthotics, Seating, Transfer, Vehicle 

Modifications, Voice Aids, Walking 

Medical Practitioner Continence, Electronic Control Units (ECU), Home 

Modifications, Mobility Aids, Orthotics, Seating, Transfer, 

Vehicle Modifications, Voice Aids, Walking 

Medical Practitioner (with 

specialist titling) 

Oxygen 

Nurse Practitioner Compression Garments, Continence 

Occupational Therapist Bath & Toilet, Bedding, Environmental Control Units (ECU), 

Home Modifications, Mobility Aids, Orthotics, Seating, 

Transfer, Vehicle Modifications, Walking 

Orthotist/Prosthetist Orthotics 

Other  

Physiotherapist Bathing, Bedding, Mobility Aids, Orthotics, Seating, Transfer, 

Walking 

Podiatrist Orthotics 

Registered Nurse Compression Garments, Continence 

Speech Pathologist Laryngectomy, Voice Aids 

 ABOUT THE APPLICATION FORM 

The application is made up of the following sections: 

Section Description 

Application Contains the Practitioner details for the application including 

Application Creator, Authorising Practitioner (if the creator is 

Administrative Support), and the Practitioner Organisation 

details.  

Pre-screening Completions of this section determines whether the 

Practitioner can proceed with the application. Questions are 

dependent on the Item Category selected. 

Consumer Details Consumer personal details 

Secondary Contact / Next of 

Kin 

Details of Consumer’s contact. The system supports adding 

multiple contacts on the application. The Practitioner can also 

indicate whether the contact is a Primary contact who will be 

advised of the progress of the application once submitted. 

Consumer Diagnosis Contains questions related to the consumer’s diagnosis in 

relation to the item being requested in the application. 
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Section Description 

Consumer Expectation Contains questions related to the expectation for the 

consumer in relation to the item being requested in the 

application. 

About the Item Contains questions related to the type of request (New 

Item/Item, Replacement, Reissue, Modifications, Transfer or 

Ownership. 

Consumer Attributes Contains fields to capture the results of assessments of the 

consumer related to the item being requested in the 

application. Assessment criteria include weight, height, skin 

integrity, cognition, support and environment, depending on 

Item Category selected.  

DOM Oxygen – Assessment Replaces Assessment Characteristics when Item Category = 

Oxygen 

DOM Oxygen – 

Prescription/Other 

Contains questions related to current flow rates. 

Is only displayed when Item Category = Oxygen 

Assessment and Clinical 

Justification 

Contains questions to which answers provide broad and 

evidenced information which links the item/ items requested 

in the application to the recommended care plan and to the 

achievement of consumer goals. 

Implications of Non-

provision 

Contains questions related to possible outcomes if the 

requested item is not provisioned 

Delivery Details Allows the delivery details for the item to be noted as 

Practitioner, Consumer or Other. If Practitioner or Consumer 

are selected, the related fields are automatically populated 

based on values entered previously in the application.  

Activities Lists changes to the application including changes in status, 

notes from the SWEP AO and activity related to attachments. 
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APPLICATION TYPES  

There are five (5) application types: 
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Application Type Description 

New Item / Item Request Request for new AT item to be procured for use by the 

consumer. 

Modification to Item Request for modifications to be made to existing item (e.g. 

modification of a manual wheelchair to add on a motor). 

Replacement Item / Item 

Request 

Request for a piece of item that has been deemed no longer 

viable, which requires replacement.  

Reissue Item Request Request to use item / item(s) currently held in inventory by 

Chemtronics. Practitioners have been instructed to view the 

Chemtronics inventory and make a booking in their system as 

they need to provide a booking number to submit the 

application. 

Transfer of Ownership Request to transfer the ownership of privately-owned 

item/item(s) to SWEP so that maintenance of said 

item/item(s) will be funded through of the programs. 

CREATE A NEW APPLICATION 

1. Click Complete and Manage Applications for Assistive Technology. 

 

2. Click Create a new application for Assistive Technology. 
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3. Complete the highlighted fields, then click Save. 

 

a. When completing Practitioner Organisation, only those that have been recording 
under Practitioner Organisation Details in the Practitioner Profile will be listed.  
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b. When a selection is made, the system will populate the remaining Practitioner fields 
on the form. 

 

c. After selecting a Category, the system will prompt to save the application in order to 
see the Picking List. 

 
On Save, the Continue to Picking List and Add Quote buttons become visible. 

 

The Practitioner would continue on to complete the remaining sections of the application.  

THE PICKING LIST 

Items visible in the Picking List are related to the chosen Category, and it can be viewed as either a list 

or in a tiled view: 

 

Tiled View 

List View Views controlled here  
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To add an item to the cart: 

1. Select the appropriate category from the My Category list. 

 

2. Select an item from the list. 

 

3. Enter the appropriate quantity then click Add to Cart. 
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4. Repeat the steps above for each item being requested for the application. 

REISSUE REQUEST APPLICATIONS 

Where items are being requested from the Practitioner Reissue Database, the Practitioner is required 

to select Reissue from the Request type drop down in the About the Item section of the application.  

 

To add items to the application: 

1. Click on Continue to Picking List. 

 

2. In the search bar located in the top right-hand corner of the page, type “Reissue”. 
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3. Select the appropriate item from those listed. 

4. When the item form loads, enter the Asset Number and Reservation ID obtained from the 
Practitioner Reissue Database. 

 

Note: the Quantity is set to one (1) and is read-only. 

5. Click Add to Cart. 

6. Repeat steps 2 to 6 as required until all reissue items have been added to My Picking List. 

 

7. Return to the application to complete any remaining sections. 

QUOTED ITEMS 

When quoted items are selected and added to the cart, the system will note that addition action is 

required before the application can be submitted: 
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Accessing the Quote screen can be done by either by clicking Add Quote on the application’s main 

page (figure 1) or by clicking on the item from My Picking list, then clicking Add Quote (figure 2). 

 

Figure 1 

 

Figure 2 

There are 3 steps to completing the quote:  

1. Complete the quote screen;  

2. Add the quote line items; and  

3. Attach a copy of the supplier’s quote. 

NEW SUPPLIER QUOTE SCREEN 

The New Supplier Quote screen captures the general information from the supplier quote.  
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In the Quote Total section, only the Delivery Fee and Delivery GST fields are editable. This is because 

the system will automatically calculate the Delivery Total, Total Amount (Excluding GST), Total GST, 

and Total Amount (incl. GST). Total Amount (Excluding GST), Total GST, and Total Amount (incl. GST) 

are calculated based on the amounts entered in the Quote Line items. 

Complete the required fields (indicated by a red asterisk ).  

1. Enter the Quote # (refers to the number that appears on the supplier’s quote).  

2. Select the Cart Item that the quote relates to. 

 

Note: the list is generated based on the items that require a quote that are currently in the 
cart. If both items appear on the same quote, they can both be added at this stage: 
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3. Enter the Supplier Name, Contact Name, Address and Email. Enter the BHS Vendor 
Registration No if known. 

4. Select the appropriate option for Australian Standards or Equivalent. 

 

5. Complete the Delivery Fee and Delivery GST fields if the information has been supplied. 

6. Click Save (or press CRTL + s). 

ADD QUOTE LINE ITEMS  

After saving the Quote form, the Supplier Quote Items section will be visible.

 

Practitioners are currently required to enter the main quote item to the application. In the example 

below, the Practitioner would only be required to enter the circled item(s): 
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To add the quote line items: 

1. In the Supplier Quote Items section, click Add. 

2. A pop-up window will appear.  

 

3. Complete the required fields, then click Save. 

The item will be listed in the Supplier Quote Items list. 



  

 

SWEP Servicenow Database Practitioner 

User Guide V2.1 

UNCONTROLLED ONCE PRINTED Page 32 of 45 

 

 

ATTACH A COPY OF THE QUOTE 

The final step is to attach the copy of the supplier’s quote to the quote form.  

1. Click on the paperclip icon ( ) on the top-right side of the form. 

 

2. Select the appropriate file and click Open. 
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5. The attachment will be visible at the top of the form. 

 

3. Save the form. 

 

4. Use the Back to Application button at the bottom of the form to return to the application. 

 

6. Note: the below pop-up will appear; click Ok. 

 

When the application loads, the item that the quote was added to no longer displays the red message: 
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Repeat the steps outlined above for the remaining quoted items on the application. Proceed with 

the remaining application sections and submit the application per the normal process.  

SUBMIT 

On submit, the system runs through a series of validations which verify that all mandatory fields have 

been completed. If any mandatory fields have not been answered, the following system pop-up will 

appear: 

 

Once all mandatory fields have been completed, the system will display the green ‘Application saved’ 

and the ‘Application submitted to SWEP’.  

 

If the credentials held by the Practitioner submitting the application, they will be prompted to enter 

the credentials of a Validating Practitioner or request review by a Clinical Advisor (CA) through SWEP. 

See Validation for more information. 

AUTHORISATION AND VALIDATION 

AUTHORISATION  

Administrative Support user are able to create applications on behalf of credentialed Practitioners, 

however they are unable to submit them for review by SWEP. Larger organisations will tend to have 

one or more Administrative Support users to assist in facilitating the creation of several applications, 

which alleviates some of the admin burden on the Practitioners.  

Administrative Support Practitioners are required to enter the details of the credentialed Practitioner 

who will authorised the application for submission at the start of an application: 
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The Category field on the application will remain empty until the above fields have been completed: 

 

As with credentialed Practitioners, Administrative Support users can be registered under several 

Practitioner Organisations. 

Upon completion, the Category field options will become visible: 

 

The application is then saved, and the normal process to complete it is followed up to the submission 

step. The Authorising Practitioner can view the application at any time by navigating to the Pending – 

authorisation Application menu: 
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When the Administrative Support user hits ‘Submit’, as system message will appear to confirm that 

the application sub-status has changed: 

 

The system will also notify the Authorising Practitioner that the application is ready to be reviewed in 

full. 

To authorise an application for submission: 

1. Navigate to Applications > Applications awaiting authorisation. 

2. Review the application in full to ensure that all of the information within is correct, including 
the cart items and quote, if applicable. 

3. Click ‘Submit’. 

The system will go through the validations to ensure that all mandatory fields have been completed, 

and will check that the Authorising Practitioner has the appropriate credential lever when they hit 

‘Submit’.   

VALIDATION 
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If the Authorising Practitioner does not hold the appropriate credential level for the application, they 

will be prompted to either provide the details of a Validating Practitioner from their organisation, or 

request CA review of the submitted application.  

 

Note: the Submit button only becomes visible once the SWEP ID of an appropriately credentialed 

Validating Practitioner has been entered: 

 

On Submit, the system will display the following message: 
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If the details of a Validating Practitioner have been provided, the application will be listed under the 

Application menu Application > Pending – Validation: 

 

To validate an application: 

1. Navigate to Application > Applications pending validation. 

 

2. Select an application. 

3. Review the application and items.  

4. Once reviewed, click ‘Approve’ or ‘Reject’ at the bottom of the screen.  

a. If approved, the green system message will appear at the top of the screen to confirm 
submission. It will also notify the Authorising Practitioner of the successful submission 
of the application.  

5. If rejected, the system will open a pop-up window prompting the Validating Practitioner to 
enter a rejection reason: 
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Note: the Submit button will not be visible until text has been entered 

6. Complete the field, then click ‘Submit’. 

 

A notification will be sent to the Authorising Practitioner advising them of the outcome of the 

validation. If the application is rejected, it will appear under the Rejected by validating Practitioner 

menu. The rejection reason will be visible in the Activities section of the application: 

 

As the Status is still Draft, the Authorising Practitioner is able to make the necessary changes to the 

application, and resubmit for validation. 

COPY AN EXISTING APPLICATION 

The system allows Practitioners to copy the details from a previously created application into a new 

application for the same consumer. This is useful in cases where the Practitioner needs to re-order the 

Rejection reason 
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same items again for a consumer, or when the consumer requires items across different item 

categories. 

Note: only applications that have already been submitted can be copied, however not all fields will be 

copied across. Practitioners are require to review the application in full before attempting to submit 

to SWEP for consideration.  

1. To copy an application, click ‘Copy Application’ at the bottom of the screen: 

 

7. The following system message will be displayed at the top of the page. 

 

2. Navigate to Complete and Manage Applications for Assistive Technology > Draft 
applications. 

 

3. Select the newly generated application from the list. 
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4. Proceed as normal.  

PRACTITIONER CASES 

In addition to the Credentialing Request, the SWEP ServiceNow system also utilises Cases within the 

Customer Service Management Application to manage the following Practitioner tasks: 

• Application Escalation 

• Application Transfer 

• Application Withdrawal 

APPLICATION ESCALATION 

Practitioners have the ability to request that the progress of an application be escalated when the 

Status of the application is Waitlisted, or the application has been declined.  

To do so: 

1. Navigate to Complete and Manage Applications for Assistive Technology > Application 
Escalation. 

 

2. Select the relevant Application ID. 

 

Note: Only applications where the status is Waitlisted or Declined will be listed. 

3. Select Item(s) for review, if applicable. 

 

Note: The items listed will be those added to the cart from the product catalogue at the time 
of submission. 

4. Select the Review request type. 
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5. Complete the remaining fields on the form, ensuring to include as much relevant information 
to support the request.  

6. Attach any supporting documentation. 

7. Click Submit. The Case summary page is visible. 

 

The Practitioner can check the status of the case at any time by navigating to cases at the top right-

hand corner of the Practitioner Portal: 

 

APPLICATION TRANSFER  

The transfer on an application from one Practitioner to another does not require any intervention by 

the SWEP team. Transfers are processed automatically on the assumption that the receiving 

Practitioner is adequately credentialed (is credentialed at any level for the application category) and 

is aware that the application is being transferred to them.  

Please note that for audit purposes, any Practitioner who has had access to an application as an 

Authorising Practitioner will always see it listed in their application list views. This is because the SWEP 

teams need to ability to view the movement of the application at all times.  

1. Navigate to Complete and Manage Applications for Assistive Technology > Application 
Transfer. 
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2. Select the application to be transferred. 

 

3. Enter the details of the Practitioner the application is being transferred to. 

 

4. Click Submit. The system will display a summary of the transaction. 
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The application will still be visible in the list of applications, however the role of Authorising 

Practitioner (the person to contact in relation to the application) will be transferred to the new 

Practitioner. The reason for this is because SWEP are required to document all persons who have had 

authority of the application during its progression through the prescription process.  

APPICATION WITHDRAWAL 

Once an application has been submitted, the Practitioner is required to withdraw the application if 

the item is no longer required. Applications that are still in Draft (have never been submitted to 

SWEP) can be discarded if they are no longer required.  

To withdraw an application: 

1. Navigate to Complete and Manage Applications for Assistive Technology > Application 
Withdrawal. 

 

2. Enter the Application ID and Reason for withdrawal. 
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3. Attach any documentation (if applicable). 

4. Click Submit. The system will display a summary of the transaction. 

 

Once submitted, SWEP will review the details contained in the Withdrawal case and advise if further 

information is required. If accepted, the application will be closed off and no further action will be 

required.  


