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Service 
Snapshot

From the outset, the service introduced Direct Gap Fee Collection (DGFC) 
alongside direct debit. Thinking about the logistical and administrative pain 
points for the administration team, DGFC and direct debit reduced manual 
identification of payments, dealing with incorrect references or following up 
late or missing payments. It also meant that payments were automatically and 
securely allocated to family accounts.

It took a big admin burden off the office...no scanning or 
searching the bank. Everything is automatically matched.

The service developed robust systems to maintain accuracy and confidence in 
records. This included a custom spreadsheet for cross-checking every payment 
with manual checks before processing, scheduled invoicing and payment cycles 
that never shifted (even on public holidays), and security deposits separated in 
HubWorks to ensure transparency and refundability.

Transitioning to Direct Gap 
Fee Collection

SERVICE TYPE: 

Private for profit, operating 
across two states.

EDUCATORS:

 ~40

FAMILIES SUPPORTED: 

~250

TOOLS USED: 

HubWorks, Ipay (direct debit)

RESOURCING:

One full-time administration 
staff member (with an 
accounting background) 
supported the transition, 
as part of their current role, 
with assistance from two 
coordinators.  

COMMUNITY CONTEXT:

Diverse community across 
two states.

Systems that Work

https://www.familydaycare.com.au/supporting-you/direct-gap-fee-collection-resources
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Having full transparency over fees and family accounts 
meant the service could have discussions with families, 
with the knowledge they had the right information, which 
they didn’t have before. Reducing the number of manual 
processes with payments also gives reassurance that 
there’s less opportunity for human errors.

It’s the safest option, because debits 
automatically allocate payments to 
their account, so there’s no chance of 
human error with misallocation. 

Reassuring and Supporting 
Families
Following a structured payment cycle with invoices issued 
every fortnight on Thursday, and direct debits occur the 
following Monday, means families have stability and 
forward knowledge of payments. Families are notified in 
advance and supported to query invoices before payment 
is processed.

For the small number who opt out of direct debit, 
clear expectations are set, including due dates and 
administration fees for late payments. This promotes 
fairness and accountability.

We make families feel safe with our 
process - they can review their invoice 
before anything is debited.

They also use structured processes for families who fall 
behind - offering payment plans, consistent messaging, 
and escalating to care suspension only when necessary.

Managing Payments Benefits 
Educators
Educators appreciate not having to chase payments or 
manage financial administration.

Educators want to educate, not be 
accountants. It’s taking work off their 
shoulders - work which they actually 
hate doing in many, many cases.

Working closely with educators, the service collects the 
deposit gap fee from families at enrolment, as per each 
educator’s policy. Families are given the option to pay 
this deposit in instalments allowing for flexibility to their 
situation and protecting the educator.

Educators let families know that this is 
their fee policy - take it or leave it. We 
just collect it. We work with the family 
towards collecting it, however long it 
may take.

The service shields educators from payment issues where 
possible, only involving them when absolutely necessary - 
preserving their relationships with families. 

If a payment fails, we manage 
it. Educators only get involved if 
absolutely needed. It’s covered in 
their administration levy and part of 
the service we provide to them.

Communicating early and clearly: Starting with 
educators first ensured they understood the benefits, 
then families received consistent communicate from 
both the educator and the service.

Investing in systems: Routine, transparency, and 
detailed record-keeping are key and help to build 
confidence.

Using direct debit: It eliminates manual errors and 
reduced administrative follow-up.

Training your team: Having someone in-house with 
the knowledge of finance and payment systems 
makes all the difference.

1.	� Educators no longer need to worry about 
chasing payments or carrying financial 
administration.

2.	� The service has full transparency over fees paid 
and family accounts.

3.	� Families have a clear process for managing 
payments, with opportunities to seek support 
or flexible arrangements, if needed.

What helped  
the service succeed?

Benefits of direct 
gap fee collection

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

