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Dealing with CCS problems/issues: 
A quick guide for early learning services
One of the challenges of dealing with a Child Care Subsidy (CCS) issue, is gathering a set of evidence via the right paperwork and other information, in order to improve the chances of a swift response from DET.

Below is a step-by-step guide to assist you in reporting and escalating issues through the formal channels available to you.  

	Dealing with a CCS problem or issue

	1. 
	As the first step, you should contact CCS Helpdesk and seek their advice.
Phone: 1300 667 276

Email: ccmshelpdesk@education.gov.au 

	2. 
	We recommend you send an email to ccmshelpdesk@education.gov.au which includes the following details (using the form attached):

· Early learning service name and approval ID

· Child name, CRN and Date of Birth 

· Parent name, CRN and Date of Birth
· Issue – a description of the problem and the period covered by the issue

· If applicable, the period for which the child’s sessions were impacted by the problem 

You can then follow up your email with a phone call to CCS Helpdesk on 1300 667 276. 

	3. 
	If the CCS Helpdesk is unable to resolve the issue, you may wish to forward your situation to the Australian Childcare Alliance (ACA) NSW for assistance in escalating the issue further. 


You will need to provide as much detail as possible, including the information set out in the previous step and any correspondence between yourself and the CCS Helpdesk.

ACA NSW will be relying on this information to help inform the escalation via the Federal Department of Education and the local Federal Member of Parliament.
Please ensure you have asked for the parent(s)’ permission to share their private information with ACA NSW so that ACA NSW can help you and the parent(s). Sending the completed form to ACA NSW will be assumed that the service has received the parent(s)’ permission.
You can then follow up your email with a phone call to ACA NSW on 1300 556 330.

	4. 
	Alternatively, you may wish to escalate the issue to the Commonwealth Ombudsman.
Phone: 1300 362 072
Link to online form:  https://forms.business.gov.au/smartforms/servlet/SmartForm.html?formCode=oco-complaint-form 



CCS Issue Resolution Form 
You may wish to use this form before contacting the CCMS helpdesk to help you gather the relevant information.

	Early learning service name 


	

	Early learning service Approval ID
	

	Child’s full name
	

	Child’s CRN
	

	Child’s date of birth
	

	Parent’s full name
	

	Parent’s CRN
	

	Parent’s date of birth
	

	Issue:
Provide a description of the problem and the period covered by the issue


	

	If applicable, the period for which the child’s sessions were impacted by the problem 


	

	Any other comments
	


