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DEBT MANAGEMENT BEST PRACTICE GUIDE2

These guidelines have been developed by 
Family Day Care Australia to support approved 
providers in preparing a Payment of Fees and 
Debt Management policy that is:
•	� Aligned with legislative obligations under 

the National Law, National Regulations and 
Family Assistance Law.

•	� Consistent with ACECQA’s policy and 
procedure guidance but tailored to the 
unique family day care context.

•	� Practical and adaptable, with prompts guiding 
services on what to include.  

•	� Not copy and paste ready – services should 
adapt this to their own context. 

These guidelines complement FDCA’s Direct 
Gap Fee Collection Best Practice Debt 
Management Guide, Case Studies and Business 
Implementation & Communication Plan 
templates.   
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Important Note on Policy 
Requirements
Under Regulation 168(2)(n) of the Education and 
Care Services National Regulations, an approved 
provider must ensure that policies and procedures 
are in place for the payment of fees and the 
provision of a statement of fees charged by the 
service and must take reasonable steps to ensure 
policies and procedures are followed. 

Services should use this FDCA template alongside 
ACECQA’s policy templates to ensure all minimum 
content is covered. This template provides 
additional guidance on debt management 
processes that are not explicitly required under 
Regulation 168 but represent good practice for 
financial sustainability. 

Some sections of this template may be adapted into 
other service policies, such as:

•	 �Enrolment Policy – enrolment fees, advance 
payments/holding fees, last day rules, notice 
requirements.

•	� Attendance Policy – absences, public holiday 
charges, late/early pick-ups.

•	� Financial Hardship Policy – ACCS applications, 
payment plans.

•	� Complaints Policy – concerns or disputes 
around fees or related matters.

•	 �Privacy and Confidentiality Policy – handling of 
personal and financial information.

1. Policy statement
Prompt: Outline your service’s commitment to fair, 
transparent and sustainable fee practices, linking 
to your service’s philosophy. 

Example only: 

[SERVICE NAME] is committed to ensuring 
families understand their financial obligations, 
that educators are supported to operate 
sustainable small businesses, and that our fee 
practices are fair, transparent, and compliant 
with Family Assistance Law.

2. Purpose
Prompt: Describe the purpose of the policy, who it 
applies to and what it aims to clarify.

Example only: 

The purpose of this policy is to ensure families 
and educators engaged with [SERVICE 
NAME] have a clear understanding of how 
fees are set, invoiced, and paid, and the 
processes in place for overdue accounts, debt 
recovery, financial hardship, and disputes. 

This policy applies to families enrolled with 
[SERVICE NAME], approved educators 
engaged by the service, the approved 
provider, nominated supervisors, coordinators 
and administration staff. 
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3. Legislative and Regulatory Framework
This policy is informed by:

NATIONAL QUALITY STANDARD: QUALITY AREA 7: GOVERNANCE AND LEADERSHIP

7.1 Governance Governance supports the operation of a quality service.

7.1.2 Management Systems Systems are in place to manage risk and enable the 
effective management and operation of a quality service.

7.1.3 Roles and Responsibilities Roles and responsibilities are clearly defined, and 
understood and support effective decision making and 
operation of the service.

EDUCATION AND CARE SERVICES NATIONAL REGULATIONS

168 Education and care services must have policies and procedures

170 Policies and procedures to be followed

171 Policies and procedures to be kept available

172 Notification of change to policies and procedures

177(1)(d) Specifies that services must keep records of fee payments and receipts

181 Requires that financial records, including records of payments, be kept for seven years

RELATED AUSTRALIAN GOVERNMENT LEGISLATION

Child Care Subsidy Secretary’s Rules 2017 A New Tax System (Family Assistance) Act 1999

Child Care Subsidy Minister’s Rules 2017 A New Tax System (Family Assistance) (Administration) Act 1999

Privacy Act 1988 Competition and Consumer Act 2010 
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4. Key Terms 
Prompt: Include definitions of key terms to support 
clarity. 

Example only:

•	� Child Care Subsidy (CCS): An Australian 
Government subsidy that assists eligible 
families with the cost of child care.

•	 �Full Fee: The total fee payable for the 
provision of care, inclusive of service 
levies, where CCS does not apply.

•	 �Gap Fee: The out-of-pocket cost to 
parents/guardians after CCS is applied.

•	 �Service Levy: A fee charged by the service 
to support the administration of CCS and 
service operations. 

•	� Complying Written Arrangement (CWA): 
A formal agreement between the family 
day care service provider and a parent/
guardian to provide care to children in 
return for fees. In most cases, families 
must have a CWA in place to get CCS.

•	� Direct Gap Fee Collection: A payment 
system mandated by the Australian 
Government, under which services, 
rather than educators, are responsible for 
collecting gap fees from families. 

•	� Electronic Funds Transfer (EFT): When 
a customer pays a bill using electronic 
means such as bank or credit card, direct 
deposit, bank transfer, BPAY, Centrepay, 
prepaid debit cards, or online payment 
systems through third party software. 

Note: Many of these definitions are drawn 
directly from the Family Assistance Law, 
the CCS Minister’s Rules, or the Child Care 
Provider Handbook. Where services wish 
to quote definitions verbatim, they should 
reference those sources.

5. Principles 
Services are encouraged to base their approach on 
the following guiding principles:
•	� Clarity and transparency: Fee structures, levies 

and payment processes are clear to families.

•	� Consistency: Procedures for fee collection and 
debt management are consistently followed by 
staff and educators.

•	 �Equity and fairness: All families are treated 
equitably, with clear and consistent processes 
applied regardless of circumstance.

•	� Upfront communication: Families are informed 
of all fees, payment methods, and timelines prior 
to enrolment.

•	� Accessibility: Policies and procedures are 
written in plain language and made available in 
accessible formats.

•	 �Compassion: Financial hardship is managed with 
understanding and respect, while balancing the 
sustainability of the service.

•	� Compliance: The policy aligns with legislative 
requirements, including Family Assistance Law 
CCS administration obligations.

•	� Responsiveness: Processes are reviewed 
regularly and adapted based on family feedback 
and operational needs.
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6. Related Policies 
This policy should be read in conjunction with:

•	 Enrolment Policy 
•	 Attendance Policy 
•	 Financial Hardship Policy 
•	 Complaints Policy
•	 Privacy and Confidentiality Policy 
Services are encouraged to cross-reference these policies to ensure alignment and avoid duplication.

7. Roles and Responsibilities
Prompt: Provide a clear, role-based summary of responsibilities across all parties, highlighting key actions 
that support fee management, compliance, and communication.

Example only:
See next page
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Role Responsibilities

Approved Provider •	� Ensure compliance with Family Assistance Law, Education and Care Services 
National Law and National Regulations.

•	 Approve the service’s fee and levy structure.

•	 Maintain accurate enrolment and session data.

•	� Notify families of fee changes and provide a copy of the policy (minimum 4 
weeks’ notice).

•	� Oversee overdue accounts, approve payment plans and authorise debt recovery 
if required.

Nominated 
Supervisor/ 
Coordinators

•	 Support educators to provide accurate fee schedules to families. 

•	 Monitor fee practices during visits. 

•	 Communicate with families about fee policies and overdue accounts. 

•	 Assist families with hardship requests. 

•	 Ensure consistency across educators.

Admin/Accounts 
Staff

•	 Issue invoices and Statements of Entitlement. 

•	 Monitor payments and track arrears. 

•	 Send reminders and overdue notices. 

•	 Maintain financial records securely for 7 years. 

•	 Provide debt reports to the approved provider.

Educators •	� Provide families with their fee schedules and give at least 4 weeks’ notice of 
changes.

•	 Notify the service of changes to bookings or availability.

•	 Support families in understanding their financial responsibilities.

•	 Notify the approved service of family fee concerns.

•	 Provide parents with 2 weeks’ notice before ceasing care.

Families •	 Confirm enrolment via MyGov and maintain CCS details with Centrelink.

•	 Complete direct debit setup before care commences.

•	 Pay enrolment, gap, and full fees as invoiced.

•	 Give 2 weeks’ written notice to cease care.

•	 Respond promptly to notices.

•	 Request a payment plan if experiencing financial difficulties.
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8. Procedures 

8.1 Fee Setting and Communication
Prompt: Describe how educator fees and any 
service levies are determined, who approves 
them and how they are communicated to families. 
Outline the role of the approved provider and/or 
coordinators in approving fee schedules, when and 
how families receive a copy of the fee schedule, 
and the amount of notice provided before changes 
take effect. You should also note any factors that 
may influence educator fees such as qualifications, 
location, type of session or inclusions. 

Example only: 

•	� Educators set their own hourly fees in 
consultation with [SERVICE NAME] and 
within service guidelines.

•	� The service applies a levy of $[INSERT 
AMOUNT] per hour to cover 
administration and compliance costs.

•	� Families are provided with a current fee 
schedule at enrolment and must receive 
at least 4 weeks’ written notice of any 
change.

•	� Educator fees may vary depending on 
factors such as:

	 -	 Educator qualifications

	 -	 Location

	 -	 Session length (casual vs permanent)

	 -	� Hours of care (e.g. overnight, 
weekends, vacation care, before/after 
school care). 

	 -	� Whether meals, nappies, excursions or 
transportation is provided.

•	� Late collection fees are listed separately 
on the fee schedule and are not covered 
by CCS. 

•	� Changes are communicated through 
[INSERT METHODS, E.G. EMAIL, PARENT 
PORTAL, LETTERS]

8.2 Enrolment Fee and Advance 
Payments 
Prompt: State whether your service charges an 
enrolment fee, advance/holding payment or bond. 
Clearly outline the amount (or formula used, such 
as ‘two weeks of fees’), when the payment must be 
made, whether it is refundable or non-refundable 
and the conditions under which it will be refunded 
or credited when care ends. 

Example only: 

•	� At enrolment, families are required to 
pay a non-refundable enrolment fee of 
$[INSERT AMOUNT]. This fee confirms 
the child’s placement and covers 
administrative processing costs.

•	� An advance payment of $[INSERT 
AMOUNT] (or equivalent to [INSERT 
PERIOD, E.G. 1-2 WEEKS OF FEES]) must 
be paid before the child’s first day of care.

•	� This advance payment will be credited 
to the family’s final account when care 
ends, provided the required notice period 
has been met and the account has no 
outstanding debt.
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8.3 Payment Methods and Timelines 
of Fees 
Prompt: Describe how fees are charged (e.g. 
sessional, casual booking, absences, public 
holidays), which payment methods are accepted, 
and how often families are invoiced. Outline the 
expected timing of payments, the process for 
handling dishonour fees or failed payments and 
how families access invoices and Statements 
of Entitlement. Be clear about the different 
requirements for families who are CCS eligible and 
those who must pay full fees. 

Example only: 

•	� Fees are charged per session of care for 
each child, including both booked and 
casual sessions.

•	� Fees apply on pupil-free days, sick days, 
holidays, and public holidays.

•	� If an educator agrees to provide care on 
a public holiday, their public holiday rate 
applies.

•	� All fees must be paid via [INSERT DIRECT 
DEBIT SYSTEM/CCS SOFTWARE]. 

•	� For CCS-eligible families: CCS is paid 
directly to the service by the Australian 
Government. Families must pay their 
co-contribution (gap fee) via the service’s 
nominated payment system.

•	� For families not eligible for CCS (or where 
CCS is not applied): Families must pay 
the full fee via the service’s nominated 
payment system.

•	� Families are required to complete any 
relevant direct debit authorisation form 
prior to commencing care.

•	� Families are responsible for any 
transaction or dishonour fees applied by 
the payment provider. 

•	� Invoices are issued [WEEKLY/
FORTNIGHTLY] in [ARREARS/ADVANCE].

•	� Families must ensure funds are available 
on the scheduled debit date.

•	� Dishonour fees are set by the payment 
provider and charged directly to families.

•	� Families paying full fees (where CCS does 
not apply) must do so using the same 
method.

•	� Invoices and Statements of Entitlement 
are issued [WEEKLY/FORTNIGHTLY].
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8.4 Overdue Fees – Escalation 
Process
Prompt: Outline the step-by-step escalation 
process your service follows when payments 
are not received on time. Include the timing 
of reminders, the method of communication, 
when a final notice is issued and what potential 
consequences may apply (e.g. suspension or 
termination of care). Make clear at what point the 
matter will be referred to debt collection or legal 
recovery, and how families can access hardship 
options during this process.

Example only: 

•	� Step 1: A friendly reminder is sent within 
[INSERT TIMEFRAME E.G. 1-3 BUSINESS 
DAYS] after a missed payment is identified.

•	� Step 2: An overdue notice is issued after 
[INSERT TIMEFRAME], and the family 
is contacted via phone or email. The 
educator may also be notified.

•	� Step 3: A final notice is issued after 
[INSERT TIMEFRAME], advising that care 
may be suspended or terminated unless 
payment is arranged.

•	� Step 4: If the account remains unpaid, the 
matter is referred to [INSERT EXTERNAL 
DEBT COLLECTION AGENCY], with 
recovery costs added to the family’s 
account.

•	� Families may request a payment plan at 
any stage of this process. 

8.5 Termination of Enrolment
Prompt: Outline the required notice period families 
must give to withdraw from care, as well as the 
CCS rules that apply to final days. Be explicit about 
the fact that CCS is not payable if a child does not 
attend on their last booked day and that families 
may be charged full fees for absences during a 
notice period.

Example only: 

•	� Families must provide a minimum of 
[INSERT NUMBER OF WEEKS, E.G. TWO 
WEEKS] written notice if they intend to 
withdraw from care.

•	� If the child does not attend during the 
notice period, CCS may not apply, and full 
fees will be charged from the last day of 
attendance.

•	� If the service terminates care, fees will be 
payable up to the final day of attendance. 
CCS may not apply to any absences and 
full fees will be charged.
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8.6 Financial Hardship and 
Additional Child Care Subsidy 
(ACCS)
Prompt: Explain how families experiencing financial 
hardship can seek assistance, what evidence is 
required and what options are available. This may 
include payment plans managed by the service or 
applying for Additional Child Care Subsidy (ACCS). 
Clarify that payment plans must be documented 
in writing and set out the consequences if a plan is 
not followed.

Example only:

•	� Families experiencing financial hardship 
may apply for a payment plan or request 
information on ACCS. 

•	� Payment plan requests must be made in 
writing and approved by [INSERT ROLE]. 

•	� Payment plans are documented and 
consist of agreed instalments.

•	� Ongoing fees must continue to be paid in 
addition to the instalments.

•	� Care may be suspended if families default 
on a payment plan and do not contact the 
service. 

8.7 Complaints and Disputes 
Prompt: Outline how families can raise concerns or 
disputes about fees, who they should contact and 
what the escalation pathway is if their concerns 
are not resolved. Include internal steps as well 
as external avenues (e.g. the Department of 
Education). 

Example only: 

•	� Maintaining open communication is 
encouraged to ensure early resolution of 
any concerns.

•	� If families have concerns or disputes about 
fee management or CCS application, they 
should first raise concerns with [insert role, 
e.g. administration team]. 

•	� If unresolved, the matter will follow the 
services complaints policy.

•	� Families who wish to escalate a concern 
regarding CCS management may contact 
the Department of Education directly 
via the Online Contact Form at www.
education.gov.au/about-department/
contact-us/online-contact-form

https://www.education.gov.au/about-department/contact-us/online-contact-form
https://www.education.gov.au/about-department/contact-us/online-contact-form
https://www.education.gov.au/about-department/contact-us/online-contact-form
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8.8 Record Keeping and Privacy
Prompt: State how financial records are kept, 
how long they are retained and who has access 
to them. Clarify how families can access their 
own financial records and how confidentiality and 
privacy are maintained.

Example only:

•	� All financial records are stored securely 
for at least 7 years in line with Family 
Assistance Law.

•	� Other operational records (e.g. enrolment 
records, attendance records, incident 
reports) are retained for at least 3 years 
after the last date of care, in line with 
Regulation 181. 

•	� All records are stored in [INSERT SECURE 
SYSTEM] and access is limited to 
authorised staff. 

•	� Families may request access to their own 
payment history or invoices at any time. 

•	� Personal and financial data is managed 
in line with the Privacy Act 1988 and the 
service’s Privacy Policy.

9.	 Checklist  

Have you explained how families are 
notified of fee changes?

Have you cross referenced 
enrolment/attendance policies?

Have you included Direct Gap Fee 
Collection processes?

Have you tested your debt escalation 
pathway?

Have you provided educators with 
scripts/resources?
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10. Monitoring and Review Log
Your service, in consultation with educators and other key staff, families and other stakeholders, should 
review the effectiveness of these procedures within a set timeframe or earlier if there is a change in relevant 
legislation. State when the procedures will be reviewed and who will be responsible for this.

Example only:

:Legislation
•	� Education and Care Services National Law and 

Regulations (esp. regs 168, 170, 171, 172, 177, 181)

•	 A New Tax System (Family Assistance) Act 1999

•	� A New Tax System (Family Assistance) 
(Administration) Act 1999

•	 Child Care Subsidy Minister’s Rules 2017

•	 Child Care Subsidy Secretary’s Rules 2017

•	 Privacy Act 1988

•	� Competition and Consumer Act 2010 (Australian 
Consumer Law) 

Guidance Documents
•	� ACECQA –  Guide to the National Quality 

Framework

•	� ACECQA –  Policy and procedure guidelines: 
Payment of Service Fees and Provision of a 
Statement of Fees Charged by the Service

•	� Australian Government Department of Education 
– Child Care Provider Handbook

POLICY DEVELOPED

POLICY REVIEWED

VERSION NUMBER

MODIFICATIONS

NEXT REVIEW DATE

A tracking log helps ensure the policy remains current with legislation and practice requirements.  

11. REFERENCES AND RESOURCES
Prompt: Include references to key legislative sources, policies, and guidance materials that inform your 
service’s fee and debt management approach. Be mindful of state/territory-specific legislation and 
requirements. You may also include links to additional support resources for families.
Some examples include, but are not limited to

https://www.acecqa.gov.au/sites/default/files/2023-03/Guide-to-the-NQF-March-2023.pdf
https://www.acecqa.gov.au/sites/default/files/2023-03/Guide-to-the-NQF-March-2023.pdf
https://www.acecqa.gov.au/media/32276
https://www.acecqa.gov.au/media/32276
https://www.acecqa.gov.au/media/32276
https://www.education.gov.au/early-childhood/resources/child-care-provider-handbook



