
EDUCATOR AND FAMILY 
COMMUNICATION 
SCRIPTS  
Direct Gap Fee Collection 
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This resource is designed to help family day 
care educators feel confident, clear and 
supported in their conversations with families 
during the transition to the Direct Gap Fee 
Collection (DGFC). Each prompt includes a 
context and a suggested script. 

Note: These scripts are general suggestions only that 
educators can use as reference points. Some details, such as 
payment options, invoicing timelines, software systems or late 
fee policies, may vary between services. We recommend you 
speak with your service provider, coordinator or administration 
team to confirm how these areas apply at your service and 
adapt the wording accordingly. 

Quick Tips for 
Handling Difficult 
Conversations

Stay Calm and Professional
•	� Take a deep breath before 

responding.
•	� Keep your tone steady and 

respectful.
•	� Pause if needed - it’s okay to 

take a moment.

Be Clear and Kind
•	� Use simple, direct language.
•	� Avoid jargon or overly formal 

language.
• 	� Speak from a place of support 

and care.

Listen Actively
•	� Let them speak without 

interrupting.
•	� Repeat back key points to show 

you understand.
•	� Ask open-ended questions to 

explore concerns.

Focus on Solutions, Not Blame
•	� Acknowledge the issue, then 

shift to “what can we do next?”
•	� Offer options if possible.
•	� Stay focused on the child’s best 

interests.

Set Boundaries and Follow Up
•	� If the conversation becomes 

aggressive, it’s okay to pause 
and suggest a follow-up later.

•	� Summarise next steps and 
confirm any agreed actions.

•	� Document the conversation if 
needed.

Context: 
You are introducing the change in how fees are 
collected.

Suggested Script:
“Hi [Parent Name], I just wanted to let you know that 
the way gap fees are paid is changing soon. Over 
the coming months, services across Australia are 
transitioning to a new process called Direct Gap Fee 
Collection. This means the service, rather than me, will 
handle all the fee payments moving forward. I’ll still 
be your educator, and nothing changes in the care I 
provide, but this just means all payments go directly 
through the approved service I’m registered with. 
This makes the process more streamlined, improving 
the transparency of payments and making it more 
consistent for families.”

Introducing the change to DGFC

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


Context:
A family asks why this change is being introduced.

Suggested Script:
“This change will apply to all family day care services 
and educators from 1 January 2026. It is part of the 
Government’s efforts to streamline Child Care Subsidy 
(CCS) administration and improve transparency in how 
gap fees are paid. It also reduces the administrative 
load on educators and builds trust by having the 
service manage all payments securely and consistently 
by the service, which also helps prevent any confusion 
or issues with payments.”

Explaining why it’s happening

Context:
A family is concerned about how they will manage 
the new payment process.

Suggested Script:
“You’ll still get clear information about when and 
how to pay. The service will handle the payments and 
help with any questions. I’m always happy to explain 
anything I can or pass on concerns to the right 
person.”

Reassuring families about the process

Context:
A family worries that this change will affect their 
relationship with the educator.

Suggested Script:
“This change doesn’t affect my relationship with 
your child or your family. I’ll still be here each day 
providing consistent, high-quality care. It just means 
all things related to fees are now handled directly by 
the service.”

Setting expectations positively

Context:
You are wrapping up a conversation or wanting to 
provide additional support.

Suggested Script:
“You might get some information from the service 
soon. If anything is unclear, please just reach out - I’m 
here to help or I can check with the service if needed. 
We want this transition to be as smooth and stress-
free as possible for everyone.”

Encouraging families to ask questions

Context:
A family wants to understand more about what’s 
changing.

Suggested Script:
“If you’d like more information, there’s a really helpful 
fact sheet from Family Day Care Australia. It explains 
what’s changing, why the Australian Government is 
making the change, and what it means for you as a 
family. I can provide you the link by email or give you 
a printed copy if that’s easier.”

Sharing the FDCA Fact Sheet with families

Context:
A family is unsure whether this change is a good thing.

Suggested Script:
“The change brings a few benefits - it gives families a 
simpler more consistent way to manage payments and 
allows the service to support families more easily if any 
issues arise. It also allows me as the educator to spend 
more time on the things that matter most, your child’s 
learning and care, while the service takes care of fee 
administration.” 

Highlighting the benefits 
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Context: 
A family is upset that care might be paused due to 
unpaid fees. 

Suggested Script:
“I understand this is stressful. The service now 
manages all fee collection, and they can make 
decisions about care continuation. Let me help you 
get in touch with them to see if we can set up a plan 
moving forward that will work for you and them, and 
that can avoid disruption where possible.”

Family upset care may be paused
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Context:
A family asks about late payment fees introduced by 
the service. 

Suggested Script:
“I understand it is a bit confusing with the new 
process. The late fee policy came from the service’s 
updates to ensure payments are on time. They can 
walk you through it and explain how it is all set up. I 
can help you contact them or let them know to follow 
up with you if you’d like?”

Family questions late fees

Context: 
A family expresses concern about sharing their 
banking details.

Suggested Script:
“I completely understand your hesitation – it is a big 
change for many families. The new requirements mean 
services need to collect fees directly to meet CCS 
rules. Our service uses [insert Software Provider], which 
keeps your information secure using the same level of 
encryption banks do. The service would be happy to show 
you what information is stored and how it is protected.” 

Family reluctant to provide banking details
Context:
A family doesn’t understand the difference between 
the gap fee, the CCS portion or why things are 
changing. 

Suggestion Script:
“Let me explain how the gap fee works and what it 
covers. The CCS pays a portion of your child care fees, 
and the rest is called the gap fee, which is what you 
pay. Under this new process, the service collects that 
gap fee directly to make everything more consistent 
and transparent.” 

Family confused about fee changes

Context: 
A family is frustrated about when invoices are being sent 
and how quickly payment is expected.

Suggested Script:
“Thanks for letting me know. The service now manages 
all of the invoicing and payments, so it is best to chat 
with them directly. I can help you contact them or pass 
on your concern if that is easier?“

Family upset about invoice timing

Context:
A family mentions they are finding it hard to keep up 
with the fees.

Suggested Script:
“If things are ever tight financially, please don’t wait - 
just reach out to the service as early as possible. They 
might be able to set up a payment plan or explore 
options like Additional Child Care Subsidy (ACCS). 
I can also help by passing on your concerns, if you 
wish.”

Unpaid fees or financial struggles

Context:
A family asks how they will pay under the new system.

Suggested Script:
“You’ll be able to pay using [insert your service’s 
relevant payment options here – such as direct debit, 
BPAY, online via third-party software etc.]. The service 
will provide you with all the details and will help get 
everything set up to make it easy.”

Payment options
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