STORY FROM
THE SECTOR

Transitioning to Direct Gap
Fee Collection

Service
Snapshot

SERVICE TYPE:

Private-for-profit

EDUCATORS:

~15

FAMILIES SUPPORTED:

~45

RESOURCING:

One full-time administration
Building Transparency and Confidence staff member supported the
transition, as part of their
Before transitioning to Direct Gap Fee Collection (DGFC), reconciling payments current role, with assistance
was creating additional administrative burden for the service. Parents and from two coordinators and
educators often sent screenshots as proof of payment, but bank statements were management.
delayed for months, making reconciliation difficult.
TOOLS USED:
It was very messy in terms of parents paying the HubWorks, Ipay (direct
gap fees, chasing it up because we haven’t had that debit
confirmation and then having a time lag with statements
made it hard to manage. COMMUNITY CONTEXT:
Transitioning to DGFC gave the service real-time oversight of family accounts Metropolitan, diverse
and confidence in their ability to meet compliance requirements. As a small community with many
service, where staff wear many hats, DGFC also provided much needed culturally and linguistically
accountability and transparency. When the service received a Section 158 notice diverse (CALD) educators
shortly after transitioning, they were able to respond quickly because the records and families.
were complete and current.

Visit the Family Day Care Australia website to find out more



https://www.familydaycare.com.au/supporting-you/direct-gap-fee-collection-resources

Structured Processes and
Planning

When preparing for the transition, this service placed an
emphasis on structure and consistency. Over two months,
the team started with updating policies, translating
documentation and communicating the changes to

educators and families. As part of their transition plan,
roles and responsibilities were clearly assigned and
systems were developed to reduce administrative burden.

| think about two months or so in
terms of preparing, planning, sending
out documentations, policies, sending
out bank account details to all
families affected, and translating the
materials. It was a bit of a process.

To streamline payments, the service created a designated
bank account for gap fees, set a fixed Friday payment
schedule, and introduced a process for automating
reminders and escalation steps for unpaid accounts.

Recognising that one system doesn't suit all families, a
variety of payment methods were offered, including direct
debit, PaylD and electronic funds transfer making it easier
for families to stay on track with their fees.

Don't just have one option for
families, have a variety of different
options.

) What helped
the service succeed?

Planning and structure: A clear plan, updated
policies, consistent communications and designated
payment timeline has streamlined processes.

Support for CALD families: Translated resources
and bilingual staff ensured families understood their
obligations.

Multiple payment options: Offering flexibility for
families reduced barriers and improved compliance.

Supporting CALD Educators
and Families

Given the high CALD representation in the service, extra
steps were taken to ensure everyone clearly understood
their responsibilities. Policies were translated into

the predominant community languages and bilingual
coordinators held face to face conversations to reinforce
understanding.

We translated the policy into the two
predominant languages used in our
community. Having staff members
that speak the language, that can go
a long way.

Flexibility was also important, with the service recognising
that some families face unique challenges. The service
highlighted the importance of considering extenuating
circumstances, especially in CALD communities.

Sometimes you've got to really think
about that person’s circumstance,
especially in the CALD community
because they deal with things
differently.

¥y Benefits of direct
< gap fee collection

1. The service found more up to date access to
payment information, increased transparency,
reduced delays in reconciliation and improved
confidence during audits.

2. Families have found the payment options and
translations have made the system easier to
navigate, ensuring families stay engaged and
informed.

3. Educators can now focus on children’s learning
instead of administrative tasks and the
responsibility of constantly chasing fees.
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