Client Fees Policy

06 April 2023

Purpose

The purpose of this policy is to outline The Benevolent Society’s (TBS) approach to charging and collecting
client fees.

Scope

This policy applies in all instances where we are legally entitled to collect client fees for services.

Definitions

This policy refers to the two types of client fees listed below:

1. Client fees that are in addition to, or supplemented by, a Commonwealth or State-funded
program.
2. Client fees for service (private and/or additional services).

Policy Statements

1. TBS applies the following principles when collecting client fees for services:

a. Consistency: Clients who have been assessed as financially eligible will co-contribute to the
cost of their service delivery. Client fees will be in line with legislation and program
guidelines and will not exceed the cost of delivering the service.

-Assessment of financial eligibility will be equitable and fairly applied in line with
program determinations.

b. Transparency: We provide information on client fees in an accessible format that is publicly
available, provided and explained to all new and existing clients.

c. Hardship: Where clients have a genuine inability to pay a fee for government funded
services, TBS reviews the client’s situation against hardship criteria, and may make
determinations, with line Manager approval, to provide service or locate relevant
alternatives for clients

d. Reporting: We report all client fees and contributions in line with our legal and funding
agreement obligations.

e. Fairness: When setting fees and agreeing on client contributions we take into
consideration the client’s capacity to pay.

f. Sustainability: Revenue from client contributions is used to support service delivery and
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sustain services.

Clients are advised of fee requirements at the point of enquiry.
The client fee is agreed prior to services being delivered.

Where a client requests and receives private and/or additional services the full client fee is payable
and no fee reduction provisions will apply.

TBS has a set fee per service type which is negotiated with the client and may be charged by:
a. perhour
b. instance of service; or
c. weekly/monthly.

Clients can apply for a fee reduction using the TBS Fee Reduction Request form. An assessment
of the client’s ability to pay the fee will be completed as per the reduction form. Where it is
assessed that the client cannot pay the fee either partially or wholly, the client will be supported
to obtain alternative sources of financial assistance to pay for the service. Otherwise, we will
reduce or waive the fee.

Where a client’s financial circumstances change, we will re-assess the client’s ability to pay and
fees may be reduced or waived for a fixed period of time.

TBS may request evidence from the client in relation the Fee Reduction Request.

Managers are responsible for approving or declining fee reduction.

Clients of Government subsidized services will not be refused a service based on their inability
to pay except in circumstances where available funds are insufficient to cover the cost-of-service
delivery.

Client fees will only be accepted through direct debit, credit card, bank transfer and cheque.

TBS maintains and reports records of client fees.

All clients who pay a fee will receive a statement detailing service, contributions, and any
outstanding balance.

In the event that a fee is paid for service that is not received, where the client has given no less
than 24 hours’ notice, fees will be refunded or arrangements made, with the agreement of the
client, to utilise fees for other services.

TBS maintains the right to refuse/cease services where clients have been assessed as able to pay a
fee for service but do fail to make payments in accordance with their service agreement.
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e The Executive Director, Finance and Corporate Services owns this policy. The owner of this policy is
responsible for implementing this policy and for achieving the desired outcomes.

e Directors are responsible for communicating and ensuring the implementation of the policy within
their area of responsibilities.

¢ All managers are responsible for communicating and ensuring the implementation of this policy
within their teams.

¢ TBS employees will use this policy to guide their practices and assist with escalation to management
when they are not able to implement its intent.

Related documents
e Commonwealth Home Support Programme Manual 2022 - 2022 National Guide to
the CHSP Client Contribution Framework
e Home Care Packages Program Operational Manual 2023
e Fee Contribution Reduction Request
e Carer Gateway Service Provider Operating Manual

Consultation and approval

The following were consulted in the development of this policy:
e Executive Director, Ageing
e Director, Finance
e Director, Risk & Quality

This policy has been approved by:

Executive Director, Finance and Corporate Services
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https://agedcare.health.gov.au/news-and-resources/publications/fact-sheets/commonwealth-home-support-programme-programme-manual
https://agedcare.health.gov.au/programs-services/commonwealth-home-support-programme/national-guide-to-the-chsp-client-contribution-framework-the-guide
https://agedcare.health.gov.au/programs-services/commonwealth-home-support-programme/national-guide-to-the-chsp-client-contribution-framework-the-guide

