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1. Purpose and Scope

This Policy sets out the basis on which Minds Support Network Pty Ltd ("Minds Support Network", "We", "Us"
or "Our") charges for professional service work performed outside the scope of scheduled therapy sessions. It
applies to all participants, their representatives, support coordinators, plan managers, funding organisations
and other stakeholders who engage with Us in respect of a participant's care.

This Policy is published to ensure transparency about when additional charges may apply, how they are
calculated, and the notification process that precedes any such charges. The specific rates referenced in this
Policy are published in Our Schedule of Fees on the Minds Support Network website, which is updated
periodically.

2. What Is Included in Our Standard Service

The session rates published in Our Schedule of Fees on the Minds Support Network website cover the
delivery of scheduled therapy sessions and the reasonable clinical and coordination work directly associated
with those sessions. This includes routine appointment scheduling, confirmation, rescheduling and reminders;
standard session notes and clinical record-keeping; brief participant-related correspondence directly
connected to scheduled sessions; standard communication with support coordinators or plan managers
regarding session attendance, scheduling and routine plan management; and reasonable enquiries about a
participant's progress, where these can be answered briefly and within normal scope.

We absorb up to fifteen (15) minutes of additional non-face-to-face clinical support time per participant per
quarter as part of Our standard service. This buffer accommodates the normal variability of participant care
and is not separately invoiced.

3. When Additional Charges May Apply

Charges under this Policy may apply where the work required for a participant exceeds the standard service
set out in Section 2. Examples of work that may give rise to additional charges include:

e Extended correspondence chains (email, messaging, phone calls) on a single matter that require
ongoing executive or clinical involvement beyond reasonable resolution

o Repeated requests for information that has already been provided, or follow-up correspondence that
materially repeats prior exchanges

e Multi-day or multi-week coordination work for a participant matter where the volume of work exceeds
what is normal for that participant's level of need

e Meetings other than scheduled therapy sessions, including stakeholder meetings, case conferences,
coordination meetings, or planning sessions that do not fall within the participant's scheduled service

o Drafting of reports, letters of support, advocacy correspondence, or other documentation beyond
standard session notes

e Acute planning or coordination work requested by participants, representatives, support coordinators,
plan managers, or funding organisations, where the work materially exceeds session-related scope

e Coordination with external services, professionals, or organisations in respect of a participant, where
this work is not connected to a scheduled session

e Senior leadership involvement (Director or other senior leadership) in matters concerning a
participant, where this involvement is required beyond the scope of standard service delivery.

e Refund processing for organisational clients (including funded service providers, foster care
providers, support coordinator organisations, schools, or other third-party funders), where the non-
face-to-face clinical support time required to process the refund exceeds standard scope.

The triggers listed above are illustrative, not exhaustive. The operational test is whether the work, taken
together, has exceeded the fifteen (15) minute quarterly allowance described in Section 2 and exceeds what
would reasonably be expected within Our standard service.
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4. Notification and Consent Process

Where Our leadership team (the Director, or other designated senior leadership member) identifies that work
for a participant has exceeded, or is approaching, the standard service allowance set out in Section 2, We will
issue a written notification. The notification will be sent to the participant, their nominated representative, or
the funding organisation responsible for the participant's care, as appropriate. The notification will identify the
matter being addressed; describe the work performed to date in summary form; confirm that further work on
the matter will be chargeable in accordance with this Policy; provide an estimate of the time and cost of any
further work that is anticipated, based on the rates published in Our current Schedule of Fees; and invite
confirmation, withdrawal of the request, or discussion before further work is undertaken.

From the date of the written notification, all further work performed on the relevant matter is chargeable in
accordance with this Policy. Work performed before the notification is absorbed by Minds Support Network
and is not chargeable. The notification process operates as the firm cut-off point for absorbed work. Once a
notification has been issued, We will not absorb further work on the matter, regardless of the participant's
circumstances, except where Section 8 of this Policy applies.

5. Refund Processing

Where an organisational client (including funded service providers, foster care providers, support coordinator
organisations, schools, or other third-party funders) requests a refund of prepaid sessions, charges under this
Policy may apply to the non-face-to-face clinical support time required to process the refund. This includes
situations where the refund process itself becomes intensive in coordination, for example where reconciliation,
correspondence with multiple parties, executive review, or coordination with the participant's transition to
alternative care consumes more than the standard service allowance set out in Section 2.

The notification and consent process set out in Section 4 applies. We will issue a written notification before
charging for refund processing work that exceeds the standard service allowance. The notification will identify
the work performed to date, confirm that further work is chargeable, and provide an estimate of time and cost
based on Our current Schedule of Fees. Refund processing charges are calculated at the rates set out in
Section 7, based on the actual time spent by each person involved in the refund process (administrators,
senior leadership, therapists, or other personnel). Where the unused prepayment is less than the refund
processing charges, no refund balance is payable; where the prepayment exceeds the charges, the balance
is refunded to the organisational client.

This Section does not apply where:

e The refund is requested by a participant in their personal capacity, rather than by an organisational
funder

e The refund arises from a decision by Minds Support Network to terminate the engagement

e The refund relates to the death, hospitalisation, or genuine incapacity of a participant

e The refund arises in circumstances of organisational closure or administration where the participant is
being transitioned to alternative care, in which case Minds Support Network may waive refund
processing charges at Our discretion.

6. NDIS-Funded Participants

For NDIS-funded participants, certain types of additional work may be claimable against the participant's NDIS
plan under the relevant NDIS support categories, in accordance with the current NDIS Pricing Schedule. Work
that may be claimable under the NDIS includes plan review meetings and formal case conferences; report
writing where the participant's NDIS plan includes funding for this type of support; and other agreed
coordination work where the participant's NDIS plan provides for such work and the plan has sufficient budget.

Where work is claimable through the NDIS, We will process the charge through the NDIS rather than directly
invoicing the participant or their representative, in accordance with NDIS billing requirements. Routine
administrative and coordination work, ad-hoc correspondence, and other work not specifically funded under
the participant's NDIS plan is not claimable under the NDIS. Where such work exceeds the standard service
allowance and the notification process under Section 4 is engaged, the charge applies on the same basis as
for private-pay participants.

7. Rate Structure
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Charges under this Policy are calculated on the basis of actual time spent on the relevant work by the
personnel who performed the work. The applicable rate is the rate published in the current Schedule of Fees
at the time the work is performed, and applies consistently to all participants regardless of funding source.

Where work involves a combination of non-face-to-face clinical support and direct session time, or time across
multiple disciplines, each component is charged at the rate applicable to the person performing that
component. Time is recorded by discipline and the resulting invoice reflects the actual mix of work performed.

The current rates for each category of work are published in Our current Schedule of Fees on the Minds
Support Network website and may be updated in line with the NDIS Pricing Schedule. Where the Schedule of
Fees is updated, the applicable rate is the rate published in the current Schedule of Fees at the time the work
is performed.

The categories of work to which rates apply include non-face-to-face clinical support (including clinical case
coordination, therapeutic correspondence, treatment planning, clinical assessment and review, case
management, senior clinical oversight by the Chief Operating Officer and Director, report writing,
multidisciplinary case conferences, and other non-face-to-face support activities recognised under the NDIS
Pricing Schedule); counselling time (work performed by an accredited counsellor); occupational therapy time
(work performed by an AHPRA-registered occupational therapist); psychology time (work performed by an
AHPRA-registered psychologist, where engaged by Us); art therapy time (work performed by an ANZACATA-
registered art therapist); and other clinical time (work performed by other credentialed therapists engaged by
Us from time to time).

Where a particular type of work falls outside the NDIS Pricing Schedule (for example, work for participants
who are not NDIS-funded, or work that does not align with any NDIS support category), Our standard rate for
the relevant discipline applies, as published in Our current Schedule of Fees. Time spent is recorded by
discipline and rounded to the nearest fifteen (15) minutes for invoicing purposes. Where work takes less than
fifteen (15) minutes of cumulative time on a particular matter, this is absorbed within the quarterly allowance
set out in Section 2.

8. Exclusions

This Policy does not apply to, and no charges arise under this Policy in respect of, crisis safety responses and
safeguarding work undertaken under Our Safeguarding Policy, which is provided at no charge; routine
administrative work that falls within the standard service allowance set out in Section 2; internal MSN
administration that is not specifically connected to a participant's care (such as general practice
administration, internal team coordination, and general business operations); and statutory and regulatory
work undertaken by MSN as part of Our obligations as an NDIS-registered provider, including responding to
NDIS Quality and Safeguards Commission enquiries, compliance audits, and other regulatory matters.

9. Application of Charges

Charges raised under this Policy are invoiced to the participant, their nominated representative, or the funding
organisation, as appropriate. Invoices issued under this Policy are due within fourteen (14) days of issue,
unless otherwise agreed in writing. Where charges remain unpaid beyond the due date, We may suspend
further work for the participant (including scheduled sessions) until the outstanding amount is resolved. Where
charges remain unpaid for an extended period, the matter may be referred to debt recovery in accordance
with Our Terms and Conditions. Where a charge raised under this Policy is disputed by the participant,
representative, or funding organisation, the dispute may be raised through Our Complaints Policy. We will
respond to and consider any such dispute in good faith and in accordance with that Policy.

10. Relationship with Other Policies

This Policy operates alongside Our Terms and Conditions (including the payment and cancellation provisions
in Section 9), Our Privacy Policy, Our Safeguarding Policy, Our Complaints Policy, and the broader policy
library of Minds Support Network. Where this Policy is inconsistent with another policy, the more specific
provision applies. Our Terms and Conditions incorporate this Policy by reference.

11. Review and Variation
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This Policy is reviewed annually, or more frequently as required, by the Director, Operations and Compliance
personnel of Minds Support Network. Changes to this Policy take effect from the date of publication on Our
website. The current Policy version, effective date and review cycle are set out at the head of this document.
Where the rates referenced by this Policy are amended, the amended rates are published in Our Schedule of
Fees on the Minds Support Network website and take effect from the date of publication. Amendment of the
Schedule of Fees does not require amendment of this Policy.

12. Contact and Enquiries

Enquiries about this Policy, including questions about whether a particular request would fall within the
standard service or attract additional charges, may be raised at any time:

e Enquiries and Registration: register@minds.care

e Accounts: accounts@minds.care

e Compliance: compliance@minds.care

e Complaints: complaints@minds.care

e Feedback: feedback@minds.care

e \Website: www.mindssupportnetwork.com

ASP_v.14_0826 © Minds Support Network Pty Ltd 2026


mailto:register@minds.care
mailto:accounts@minds.care
mailto:compliance@minds.care
mailto:complaints@minds.care
mailto:feedback@minds.care
http://www.mindssupportnetwork.com/

	1. Purpose and Scope
	2. What Is Included in Our Standard Service
	3. When Additional Charges May Apply
	4. Notification and Consent Process
	5. Refund Processing
	6. NDIS-Funded Participants
	7. Rate Structure
	8. Exclusions
	9. Application of Charges
	10. Relationship with Other Policies
	11. Review and Variation
	12. Contact and Enquiries

