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PARTIES 

The Commonwealth of Australia (Commonwealth) as represented by the Department of 
Immigration and Border Protection (Department or DIBP) ABN 33 380 054 835 of 6 Chan Street 
BELCONNEN ACT 2617. 

and 

Adult Multicultural Education Services ABN 49 056 993 913 of Level 4 – 1 Little Collins Street, 
Melbourne Vic 3000 (SRSS Provider) 

RECITALS 

A) The Commonwealth requires the provision of Status Resolution Support Services (SRSS) (the 
Services). 

B) The Commonwealth requires the SRSS Provider to provide the Services using an integrated 
service delivery model to eligible SRSS Recipients during their immigration status resolution 
process by: 

a) delivering and co-ordinating accommodation, care and other support services to SRSS 
Recipients using a needs and risk based approach; 

b) co-ordinating with other entities involved in the delivery of the SRSS Programme; and 

c) providing the Services in a flexible manner so as to meet dynamic and changing policy 
requirements and unpredictable SRSS Recipient case loads.  

C) The Department issued Request For Tender No. DIAC RFT 11-13 on 31 May 2013 (RFT) for 
the Services. 

D) The SRSS Provider submitted a Tender in response to the RFT (Tender). 

E) The SRSS Provider has fully informed itself on all aspects of the work required to be performed 
and has offered to provide the Services in the manner set out in this Contract, which includes 
compliance with the SRSS Policy Advice Manual.   

F) The Department evaluated the Tender and in reliance on the representations made in the Tender 
and subsequent negotiations with the SRSS Provider, the Department has agreed to accept the 
SRSS Provider's offer to provide the Services upon the terms and conditions contained in this 
Contract. 
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OPERATIVE PROVISIONS 

THE PARTIES AGREE as follows: 

This Contract consists of: 

1.1 the Contract Details in PART 1; 

1.2 the Contract Terms and Conditions in PART 2; and 

1.3 the following Attachments: 

1.3.1 Attachment A (Schedule of Services); 

1.3.2 Attachment B (Contract Charges and Expenses); 

1.3.3 Attachment C (Confidential Information); 

1.3.4 Attachment D (Contract Change Process); 

1.3.5 Attachment E (Material); 

1.3.6 Attachment F (Additional Risk Management Measures); 

1.3.7 Attachment G (Commonwealth Law and Policy Requirements); 

1.3.8 Attachment H (Performance Guarantee); 

Not Used.  
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1.3.9 Attachment I (Financial Undertaking); 

1.3.10 Attachment J (Subcontractor Novation Deed);  

1.3.11 Attachment K (Confidentiality Deed);  

1.3.12 Attachment L (Glossary); and 

1.3.13 Attachment M (Official Order). 
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PART 1- CONTRACT DETAILS 

Item/Description Clause Details 

Reference 

1. SRSS Provider 1.1 Adult Multiculnual Education Se1vices 
details (GPO Box 438 1, Melbomne Vic 3001) 

Level 4 - 1 Little Collins Street, Melbourne 
Vic 3000 ABN 49 056 993 913 
Setvices to be 11rovided: SRSS Conso1tium 
Management and Governance, se1vices to 
Bands 1, 2, 3, 4, 5 and 6 clients in Victoria. 

Geelong Etlmic Communities Council Ille. 
(Diversitat) 
153 Pakington Street 
Geelong West Vic 3218 
ABN 29 252 806 279 
Setvices to be 11rovided: SRSS services to 
Bands 2, 3, 4, 5 and 6 clients in regional 
Victoria- Geelong area. 

FK Services Pty Ltd t/a. Redback Settlement 
Setvices 
Unit 4 - 111 Lewis Road 
Knoxfield Vic 3180 
ABN 94 104 707 299 
Setvices to be 12rnvided: Transit assistance 
se1vices in Victo1ia. 

2. SRSS Provider 1.1 :s. 47F:(1 l I 
Representative Chief Executive Officer 

Phone: s. 47F(1 l I 
Mobile: rs:--47Fffr-l 
Email: fs--:-47Fffl I 
Fax: s. ~7fl~ l I 

3. Depa.11mental 1.1 Assistant Secretary 
Representative( s) Collllllunity Pm grammes Services Branch ( or 

as otheiwise advised by the Department) 
Email: i:47Eiat I 

4. Commencement 1.1, 4.1 1 September 2014 

Date 

5. hlitial Term 1.1, 4.2 The Initial Tenn of the Contract is for a 
period until :s . .a, L:;{1)11.} •• 
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Item/Description Clause Details 

Refe1·ence 

6. Option Period 1.1, 4.2 The Department may, at its sole discretion, 
extend the Contract by up to two additional 
periods of up to two years each after the end 
of the then cmTent Tenn. 

The Department will Notify the SRSS 
Prnvider at least three months prior to the end 
of the then current Tenn of the exercise of 
any extension of the Tenn. 

7. Contract Region(s) 1.1, 8 Victoria 
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Item/Description Clause 

Refe1·ence 

8. Specified Personnel 1. 1, 28 

Document 1 

Driails 

Contract Managt-rs 
(a)s.47F(1 - General Manager, 
Settlement & SRSS 
(b) . :if7F l - Senior Manager SRSS 
( c) !s.47F 1 - Acting SRSS 
Program Manager Regional Victoria Geelong, 
Diversitat. 
( d) . :if7F l - Acting Operations 
Manager, Baptcare 

Program Coordinators 
(e)s. :47F l - SRSS Program Band 
Manager 
(f)s. UF f - SRSS Program Band 
Manager 
(g) . 47F{1) ___ ___. - SRSS Program 
Band Manager 
(h) s. 2'7F f - Acting Program Manager 
Out of Home Care 
(i)..._. _ _,__ - SRSS Program Band 

- Client Band Team Leader 
;=,~ ~ ;;;;._- - Client Band Team 

- Client Band Team Leader 

- Facilities and 

Contract Administrators 
(r) s. 47F 1 - General Manager 
Corporate Governance and Planning 
(s) ......,_,._) - Senior Contracts and 
Business Manager SASP(t) s. 7 l 
SASP Contracts Manager 
(u- Business Manager Settlement 
(v) . 47F 1 - Business Administrator 
ASP 

Financial Administrators and Managt-rs 
(x) . :if7F 1 - CFO 

('\I 
Q) 
~ 

(l)~ 

.c. -...... (.) 
I....<:::( 
(l) C: 

"O Q 

C ·-::J m 
~§ 
-0 
0~ 
>--
.0 'a 
a1 E 
CJ) 0 
cu 1.J 

11 (l) (1) 
- (1) 
(l) ~ 

0:::: LL 
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Item/Description Clause Details 

Refe1·ence 

(y)s.717F(1 l 1 - Finance Manager 
(Operating Divisions) 
(z)s.47f:JI)l - Finance Manager CD, CAS 
andASAS 
(aa)s.47Rl)1 -Accountant CD, CAS and 
ASAS 

9. Subcontractors I.I , 29 (a) Baptcare Ltd 
1193 Toorak Road 
Cambeiwell Vic 3124 
ABN 120 69 130 463 
Se1vices to be Qrovided: SRSS se1vices to 
Band 2 clients in Victo1ia. 

(b) Ballarat Community Health (BCH) 
710 Stmt Street 
Ballarat Vic 3350 
ABN 98 227 492 950 
Services to be Qrovided: SRSS se1vices to 
Bands 4, 5 and 6 clients in regional Victoria -
Ballarat. 

(c) Bendigo Community Health Services 
171 Hargreaves Street 
Bendigo Vic 3552 
ABN 76 026 154 968 
Se1vices to be Qrovided: SRSS se1vices to 
Bands 4, 5 and 6 clients in regional Victoria-
Bendigo. 

(d) Mallee Family Care 
PO Box 1049 
Swan Hill Vic 3585 
ABN 32 085 588 656 
Se1vices to be Qrovided: SRSS se1vices to 
Bands 4, 5 and 6 clients in regional Victoria -
Swan Hill. 

(e) New Hope Foundation 
40 Grattan Street 
Prahran Vic 3181 
ABN 97 929 588 990 
Se1vices to be Qrovided: SRSS se1vices to 
Band 6 clients in Victo1ia - West and South 
East Melbourne. 

(1) Spectrum Migrant Resource Centre Inc 
251 High Street 
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Item/Description Clause Details 

Refe1·ence 

Preston Vic 3072 
ABN 38 080 845 787 
Services to be 12rovided: SRSS se1vices to 
Band 6 clients in Victoria- No1them 
Melbourne. 

(g) Springvale Community Aid & Advice 
Bureau (SCAAB) 
5 Osborne A venue 
Springvale Vic 31 71 
ABN 54 532 283 359 
Services to be 12rovided: SRSS services to 
Band 6 clients in Victo1ia - South East 
Melbourne. 

(h) Sunraysia Mallee Ethnic Communities 
Council Inc (SMECC) 
38-40 Madden Avenue 
Mildura Vic 3502 
ABN 37 282 486 762 
Services to be l!rovided: SRSS services to 
Bands 4, 5 and 6 clients in regional Victoria -
Sunraysia Malle.e. 

(i) Kildonau UnitingCare (KUC) 
219-225 Wyndham Street 
Shepparton Vic 3632 
ABN 11 805 856 055 
Services to be 12rovided: SRSS se1vices to 
Bands 4, 5 and 6 clients in regional Victoria -
Shepparton. 

10. Intellectual 39, 40,41 cgJ clause 40 (Commonwealth Ownership of 
Property Rights - Intellectual Property Rights in Contract 
Ownership of Material) is to apply 
Contract Material 

D clause 41 (SRSS Prnvider Ownership 
Intellectual Property Rights in Contract 
Material) is to apply 

11. Limitation of 52 Not applicable 
liability- cap 

12. Lin1itation of Not applicable 
liability -limitation 52.2 
on types of liability 
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Item/Description 

13. Limitation of 
liability - if not per 
occurrence 

14. Insurnnces and 
quantum of 
msmance 

15. Address for Notices 

Clause 

Refe1·ence 

52.3 

55 

65 

Document 1 

Details 

Not applicable 

peI occurrence. 

Products liability insurance fOI an insured 
arnom1t of . :i:J7G f} per occmTence and not 
less than · - in aggregate. 

Prnfessional and 

Workeis compensation as required by law. 

vehicle insurance of 

Voluntary group accident schemes set amount 
according to injury. 

The professional indemnity or enors and 
omissions insurnnce must be maintained for a 
period of 7 years after the end of the Tenn. 

Department 
Assistant Secretary 
Colll1Ilunity Programmes Services Branch 
Depa1tment of hnmigration and BordeI 
Prntection 
(PO Box 25, Belconnen ACT 2617) 
6 Chan Street, Belconnen ACT 2617 
Email: . 47E d} ______ _ 

SRSS Provider: 
. 7FITJ_..,........ 

Chief Executive Officer 
Adult Multiculrural Education Se1vices 
(AMES) 
(GPO Box 438 1, Melbomne Vic 3001) 
Level 4 - 1 Little Colli.us Street, Melbourne 
Vic 3000 
Email: --
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Item/Description Clause Details 

Reference 

16. Governing Law 70 Australian Capital Tenito1y 
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PART 2 - CONTRACT TERMS AND CONDITIONS 

SECTION A - DEFINITIONS, INTERPRETATION AND TERM 

1. DEFINITIONS 

Definitions 

1.1 In this Contract, except where the contrary intention is expressed, the definitions set out 
in the Glossary in Attachment L (Glossary) apply. 

2. INTERPRETATION 

2.1 In this Contract, except where the contrary intention is expressed: 

2.1.1 the singular includes the plural and vice versa, and a gender includes 
other genders; 

2.1.2 another grammatical form of a defined word or expression has a 
corresponding meaning; 

2.1.3 a reference to a clause, paragraph, Attachment, Schedule or Annexure is 
to a clause or paragraph of, or attachment, schedule or annexure to, this 
Contract as the context requires, and a reference to this Contract includes 
any Attachment, Schedule or Annexure; 

2.1.4 any Schedules, Attachments and Annexures to this Contract form part of 
this Contract as the case may be; 

2.1.5 a reference to a clause includes a reference to a subclause of that clause; 

2.1.6 a reference to any agreement or schedule or annexure is to that agreement 
or schedule or annexure as amended, novated, supplemented or replaced; 

2.1.7 a reference to a document, publication, Commonwealth policy or 
instrument is a reference to the document, publication, Commonwealth 
policy or instrument as altered, supplemented or  

2.1.8 a reference to A$, $A, AUD, dollar or $ is to Australian currency unless 
stated otherwise; 

2.1.9 a reference to time is to the time in the place where the Obligation is to 
be performed or, to the extent that there is any uncertainty, to the time in 
the Australian Capital Territory; 

2.1.10 a reference to a Party to a document includes the Party's executors, 
administrators, successors and permitted assigns and substitutes; 

2.1.11 a reference to a person includes a natural person, partnership, body 
corporate, association, governmental or local authority or agency or other 
entity; 
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2.1.12 if the SRSS Provider is a trustee, the SRSS Provider enters this Contract 
personally and in its capacity as trustee and warrants that it has the power 
to perform its Obligations under this Contract; 

2.1.13 a reference to a statute, ordinance, code or other Law includes regulations 
and other instruments under it and consolidations, amendments, re-
enactments or replacements of any of them; 

2.1.14 the meaning of general words is not limited by specific examples 
introduced by 'including', 'for example' or similar expressions; 

2.1.15 a rule of construction does not apply to the disadvantage of a Party 
because the Party was responsible for the preparation of this Contract or 
any part of those documents; 

2.1.16 if a day on or by which an Obligation must be performed or an event 
must occur is not a Business Day in the relevant location, the Obligation 
must be performed or the event must occur on or by the next Business 
Day in that location; and 

2.1.17 headings are for ease of reference only and do not affect interpretation. 

2.2 To the extent that the Parties have not completed an item the Contract Details or an 
Attachment is blank, unless otherwise stated in this Contract, that item or Attachment 
will be taken to be 'not applicable' for the purpose of this Contract. 

3. PRIORITY OF DOCUMENTS 

3.1 If there is any inconsistency between the provisions of this Contract, a descending 
order of precedence will be accorded to: 

3.1.1 the Contract Details; 

3.1.2 the Contract Terms and Conditions; 

3.1.3 Attachment A (Schedule of Services); 

3.1.4 Attachment B (Pricing Schedule); 

3.1.5 the other Attachments to this Contract; 

3.1.6 any Schedules or Annexures to this Contract; 

3.1.7 the SRSS Operational Procedures Manual; 

3.1.8 any plans or other documents required to be developed in accordance 
with this Contract; and 

3.1.9 any document incorporated by express reference as part of this Contract, 

so that the provision in the higher ranked document will, to the extent of the 
inconsistency, prevail. 
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4. TERM 

Initial Term 

4.1 This Contract commences on the Commencement Date and continues for the Initial 
Term unless: 

4.1.1 extended in accordance with clause 4.2; or  

4.1.2 terminated earlier in accordance with clauses 62 or 63. 

Option to extend Initial Term 

4.2 The Initial Term may be extended by the Department in its absolute discretion for up 
to two additional periods of up to  each (as specified in Item 6 of the 
Contract Details) (each an Option Period), on the terms and conditions then in effect, 
by giving Notice to the SRSS Provider.  Such Notice must be given: 

4.2.1  or 

4.2.2 if another period is specified in Item 6 of the Contract Details, that 
period,  

before the end of the then current Term.  

4.3 Any extension exercised in accordance with clause 4.2 takes effect from the end of 
the then current Term. 

5. NATURE OF AGREEMENT 

5.1 The Parties have entered into this Contract in consideration of the: 

5.1.1 SRSS Provider having the opportunity to perform the Services in 
accordance with the processes and requirements set out in this Contract; 

5.1.2 SRSS Provider providing the other Services specified in this Contract; 
and 

5.1.3 Contract Charges.  

SECTION B - THE SERVICES 

6. TRANSITION-IN REQUIREMENTS 

6.1 The SRSS Provider must prepare, implement and comply with: 

6.1.1 the approved Contract Transition In Plan in accordance with the Schedule 
of Services; and 

6.1.2 any other requirements that must be performed during the Contract 
Transition In Period as set out in the Schedule of Services, 

to ensure the SRSS Provider can start providing the Services by the Effective Date. 

s. 47G(1)

s. 47G(1)(a)
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6.2 The Department may refer SRSS Recipients to the SRSS Provider before the 
Effective Date if the Department considers that the SRSS Provider is capable of 
receiving referrals and adequately performing the Services during the Contract 
Transition In Period.  In such circumstances, the SRSS Provider must perform the 
Services in relation to any referred SRSS Recipient in accordance with this Contract 
from the date of that referral. 

7. PROVISION OF THE SERVICES  

7.1 Subject to clause 6 and any other Obligation required to be met before the Effective 
Date, the SRSS Provider must meet its Obligations specified in this Contract 
including: 

7.1.1 performing the Services; and 

7.1.2 providing the Contract Material, Documentation and other Deliverables,  

specified in, and in accordance with this Contract (including Attachment A (Schedule 
of Services)) including so as to meet or exceed the Performance Measures from the 
Effective Date. 

7.2 The SRSS Provider must: 

7.2.1 perform the Services as specified in Attachment A (Schedule of Services) 
to the satisfaction of the Department; 

7.2.2 perform the Services in accordance with, and so as to meet, the principles 
and objectives set out in Attachment A (Schedule of Services); 

7.2.3 comply with all representations made to the Department by the SRSS 
Provider in relation to the standards, content, quality and timing of the 
Services (including in accordance with clause 11 and the Schedule of 
Services); 

7.2.4 provide all reasonable assistance consistent with the SRSS Provider's 
Obligations under this Contract and required by the Department; 

7.2.5 comply with the time frames specified in this Contract, Attachment A 
(Schedule of Services) and the SRSS Operational Procedures Manual, or 
as Notified by the Department; and 

7.2.6 submit invoices, and any supporting documents, in the manner specified 
in clause 34. 

7.3 The SRSS Provider is fully responsible for the performance of the Services and for 
ensuring compliance with the requirements of this Contract, and will not be relieved 
of that responsibility because of any: 

7.3.1 involvement by the Department in the provision of the Services; 

7.3.2 approval by the Department of any plans; 

7.3.3 payment made to the SRSS Provider on account of the Services; 
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7.3.4 subcontracting of the Services; or 

7.3.5 acceptance by the Department of replacement Personnel. 

8. CONTRACT REGIONS 

8.1 The SRSS Provider must provide the Services in the Contract Region(s) identified in 
Item 7 of the Contract Details. 

8.2 The Department and the SRSS Provider may agree in writing to change the Contract 
Region(s) identified in Item 7 of the Contract Details (or the applicable boundaries of 
the Contract Region(s)), by undertaking the formal variation processes described in 
clause 60 (Variation of this Agreement). 

8.3 The SRSS Provider acknowledges and agrees that: 

8.3.1 the Department is not obliged to purchase the Services only from the 
SRSS Provider; 

8.3.2 other entities may provide the Services or other components of the SRSS 
Programme in the Contract Region or other regions in Australia as the 
case may be; and 

8.3.3 there is no guarantee of any particular number of SRSS Recipients which 
will be referred to the SRSS Provider or to which the Services must be 
provided in the Contract Region. 

8.4 The SRSS Provider acknowledges and agrees that the Department may, at any time, 
acquire services that are the same as or similar to the Services from any other person 
on such terms and conditions as may be agreed between the Department and that 
other person. 

8.5 The SRSS Provider acknowledges and agrees that the Department may, in its absolute 
discretion and at any time, transfer an SRSS Recipient from the SRSS Provider to an 
alternative service provider in any Contract Region (including within the Contract 
Region identified in Item 7 of the Contract Details). The SRSS Provider must, at no 
additional cost, assist the Department if requested to facilitate the transfer of the 
SRSS Recipient to an alternative service provider. 

8.6 If the SRSS Provider is not in a position to accept a referral of an SRSS Recipient by 
the Department, it may seek a written exemption from the Department and must 
provide reasons for its request.  The Department will not unreasonably refuse any 
such request provided an alternative service provider is available in the Contract 
Region.  The SRSS Provider must, at no additional cost, assist the Department if 
requested to facilitate the transfer of the referral to an alternative service provider. 

9. GENERAL OBLIGATIONS 

9.1 The SRSS Provider must: 

9.1.1 without limiting clause 13, act reasonably and cooperatively in 
performing its Obligations and exercising its rights under this Contract; 
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9.1.2 without limiting clause 13, act reasonably and cooperatively with Other 
Providers in performing its Obligations under this Contract; 

9.1.3 diligently perform its Obligations under this Contract; 

9.1.4 perform the Services and all such functions as may be incidental to the 
delivery of the Services in a manner that advances and promotes the 
requirements, principles and objectives of the SRSS Programme as 
described in Attachment A (Schedule of Services); 

9.1.5 perform its Obligations under this Contract in a manner that is responsive 
to the changing needs and environment of the Department and 
government requirements, as communicated to the SRSS Provider by the 
Department; and 

9.1.6 continuously seek to improve the quality and effectiveness of the 
performance of its Obligations under this Contract including in 
accordance with any specific requirements set out in Attachment A 
(Schedule of Services). 

10. COMPLIANCE WITH DIRECTIONS 

10.1 Without limiting any other Obligation in this Contract, the SRSS Provider must, and 
must ensure that its Subcontractors, liaise with, and comply with any directions given 
by the Departmental Representative(s), provided those directions are not inconsistent 
with the Contract. Without limiting this, if a direction could be implemented in more 
than one way the SRSS Provider must seek the Department's direction as to how 
those directions must be implemented. 

10.2 Without limiting clause 10.1, the types of directions that may be given by the 
Departmental Representative(s) or the Department include directions in relation to: 

10.2.1 which Services require the Department's approval before they are 
performed by the SRSS Provider; 

10.2.2 the cessation of Services to an SRSS Recipient for any reason 
whatsoever, as determined by the Department in its sole discretion; 

10.2.3 the SRSS Provider's co-operation requirements with Other Providers and 
other governance, performance management and reporting arrangements; 

10.2.4 the SRSS Provider's communication and interaction with SRSS 
Recipients and the Department; and 

10.2.5 which costs and payments require the Department's approval before they 
are incurred or paid by the SRSS Provider, including the payment of 
money to SRSS Recipients. 

11. COMPLIANCE WITH TENDERED REPRESENTATIONS 

11.1 To the extent that: 

11.1.1 the SRSS Provider's Tender sets out how it would perform the Services 
set out in this Contract, or the standards to which those Services would be 
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provided or any other representations about the provision of the Services 
by the SRSS Provider; and  

11.1.2 this information has not been subsequently incorporated into this 
Contract, 

then, subject to any direction by the Departmental Representative(s), the SRSS 
Provider must manage and perform the Services in accordance with, and to the 
standards set out in, its Tender; and 

11.1.3 within the Contract Charges, to the extent that to do so is not inconsistent 
with this Contract. 

12. SERVICES STANDARDS 

12.1 Without limiting specific provisions of this Contract, in providing the Services the 
SRSS Provider must ensure: 

12.1.1 in relation to any Services provided, that the SRSS Provider: 

(a) performs the Services to a high professional standard, with due 
care and skill, to the best of the SRSS Provider's knowledge and 
expertise and in accordance with relevant best practice, including 
any Commonwealth, State and Territory and industry standards 
and guidelines specified in Attachment A (Schedule of Services), 
the SRSS Operational Procedures Manual and Attachment G 
(Commonwealth Law and Policy Requirements); 

(b) provides the Services so that they are fit for purpose; 

(c) performs the Services to the satisfaction of the Departmental 
Representative(s) and in a manner that meets or exceeds the 
Performance Measures;  

(d) performs the Services in a manner that: 

(i) is consistent with and meets the SRSS Provider's 
Duty of Care to SRSS Recipients; and 

(ii) is consistent with and would not put the Department 
in breach of, the Department's Duty of Care to SRSS 
Recipients; and 

(e) complies with all Laws and codes relevant to the performance of 
the Services including any applicable State, Territory and 
national building codes, licensing Obligations and work health 
and safety legislation;  

12.1.2 in relation to any Goods required to be provided by the SRSS Provider 
(including to SRSS Recipients):  

(a) that they meet the requirements specified in Attachment A 
(Schedule of Services) and the SRSS Operational Procedures 
Manual; 
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(b) that they are fit for purpose; 

(c) that all fittings, furnishings and other items it provides or 
arranges for the use by SRSS Recipients are in good repair and 
condition, clean and comply with all applicable Australian 
Standards as published by Standards Australia and other 
applicable Laws (at the date of provision to SRSS Recipients);  

12.1.3 in relation to any accommodation it provides or arranges for SRSS 
Recipients: 

(a) that it is in good repair and condition, clean, fit for purpose and 
complies with all applicable building regulations and other 
applicable Laws (at the date SRSS Recipients enter into 
occupation); and 

(b) that it meets the requirements specified in Attachment A 
(Schedule of Services) and the SRSS Operational Procedures 
Manual; 

12.1.4 in relation to any Documentation provided, that it: 

(a) is fit for purpose and meets the requirements in Attachment A 
(Schedule of Services) and the SRSS Operational Procedures 
Manual; 

(b) is written in English (unless another language is specified in 
Attachment A (Schedule of Services));  

(c) is current, complete and accurate;  

(d) adequately explains key terms and symbols; and 

(e) is of such a nature and quality that it might reasonably be 
expected to achieve or satisfy the SRSS Provider's Obligations 
under this Contract; and 

12.1.5 in relation to any Contract Material or other Deliverable provided, that it:  

(a) is fit for purpose and meets the requirements in Attachment A 
(Schedule of Services) and the SRSS Operational Procedures 
Manual;  

(b) is complete and accurate; 

(c) is of such a nature and quality that it might reasonably be 
expected to achieve or satisfy the SRSS Provider's Obligations 
under this Contract; 

(d) complies with the highest relevant commercially acceptable 
standards and best practice including, at a minimum, to any 
Departmental, Commonwealth or industry standards and 
guidelines specified in Attachment A (Schedule of Services); and 
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(e) is supplied with due skill and care and to the best of the SRSS 
Provider's knowledge and expertise and in accordance with all 
Laws applicable to the SRSS Provider or the Deliverable.  

13. CO-OPERATION REQUIREMENTS 

13.1 The SRSS Provider must, and must ensure that its Personnel: 

13.1.1 liaise and co-operate with the Department and Other Providers engaged 
by the Department connection with the SRSS Programme: 

(a) so that the Department is able to successfully deliver the SRSS 
Programme; 

(b) to support each SRSS Recipient through the SRSS Recipient's 
immigration resolution processes; and 

(c) to ensure the proper performance of the Services by the SRSS 
Provider as required by this Contract; and 

13.1.2 co-ordinate its activities and performance of the Services so as to support 
and facilitate, in the Department's best interests, the timely and efficient 
completion of all work and other activities to be performed for the 
Department by any person. 

13.2 Without limiting its Obligations under this clause 13, the SRSS Provider must comply 
with any specific co-operation and governance Obligations as requested by the 
Department.  

13.3 If, during the SRSS Provider's performance of its Obligations under this Contract, any 
issue arises that is caused by an Other Provider, the SRSS Provider must, at no 
additional cost to the Department, work with the Other Provider(s) to ensure the 
problem is resolved in a timely manner, without affecting the SRSS Provider's 
Obligations under this Contract. 

13.4 The SRSS Provider must promptly respond to requests for information, assistance or 
support from Other Providers, as requested by the Department. 

13.5 The Department may, at any time, itself perform or retain third parties to perform any 
part of the Services. To the extent that the Department performs any part of the 
Services itself, or retains a third party to do so, the SRSS Provider must cooperate 
with the Department or the third party to ensure that the Services are carried out in a 
co-ordinated, effective and timely manner, including by: 

13.5.1 providing access to all Materials, Personnel, accommodation and 
facilities necessary for the Department or the third party to perform the 
Services, subject to the SRSS Provider's reasonable security requirements 
and procedures as specified in this Contract; 

13.5.2 providing any information regarding the Services which a person with 
reasonable technical and commercial skills and expertise would find 
reasonably necessary for the Department or the third party to perform the 
Services; and 
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13.5.3 providing any assistance to the Department or the third party as required 
to: 

(a) otherwise perform the Services; and 

(b) agreeing on procedures with the Department and Other Providers 
for the division of responsibilities in relation to the Services and 
functions that may overlap between the SRSS Provider and Other 
Providers. 

13.6 Nothing in this clause 13 relieves the SRSS Provider of any of its Obligations to 
provide the Services in accordance with this Contract. 

14. SRSS OPERATIONAL PROCEDURES MANUAL 

14.1 The Department will develop an SRSS Operational Procedures Manual that will 
provide guidance and outline the procedural requirements to implement the SRSS 
Programme including: 

14.1.1 the processes that must be followed when performing the Services; 

14.1.2 additional standards that must be met when providing the Services; and 

14.1.3 any limitations or restrictions that may apply to the Services (including 
applicable financial limits and costs and payments that require the 
Department's approval before they are incurred or paid by the SRSS 
Provider). 

14.2 The SRSS Provider must comply with the SRSS Operational Procedures Manual. 

14.3 The Department may amend the SRSS Operational Procedures Manual at any time.   

14.4 The Department will Notify the SRSS Provider of any updates to the SRSS 
Operational Procedures Manual through the Departmental Representative specified in 
Item 3.  The SRSS Provider must not comply with any updated SRSS Operational 
Procedures Manual unless it has been provided to it by the Departmental 
Representative (or the person who is authorised by the Department to act in that 
position). 

14.5 If the SRSS Provider identifies any inconsistency between the SRSS Operational 
Procedures Manual and any part of this Contract, including Attachment A (Schedule 
of Services), it must promptly Notify the Department. 

15. DELIVERY 

15.1 The SRSS Provider must perform and deliver the Services and the Deliverables at: 

15.1.1 the times and in the manner specified in this Contract including 
Attachment A (Schedule of Services) and the SRSS Operational 
Procedures Manual; or 

15.1.2 any later times that the Department Notifies to the SRSS Provider. 
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15.2 The SRSS Provider must continue to provide the Services to each SRSS Recipient in 
accordance with Attachment A (Schedule of Services) until: 

15.2.1 such time that: 

(a) the Department Notifies the SRSS Provider to cease the Services 
to that SRSS Recipient; or 

(b) the SRSS Recipient is transferred to an Other Provider in 
accordance with Attachment A (Schedule of Services); or 

15.2.2 the Services are required to be ramped down or transferred to the 
Department or its nominee in accordance with the approved Contract 
Transition Out Plan and Attachment A (Schedule of Services). 

16. EXTRA SERVICES 

Quotation  

16.1 If the Department requires Extra Services from the SRSS Provider under this Contract 
it may: 

16.1.1 request from the SRSS Provider a written quotation, proposal, tender or 
other information relevant to the required Extra Services; 

16.1.2 conduct any discussions and negotiations with the SRSS Provider that the 
Department requires in order to reach agreement with the SRSS Provider 
on all matters relevant to the Extra Services; and 

16.1.3 mutually determine with the SRSS Provider the contents of an Official 
Order in writing relating to the Extra Services.  

Ordering Extra Services 

16.2 If the Department requires Extra Services, the Department will submit an Official 
Order to the SRSS Provider in the form set out in Attachment M (Official Order) or 
as otherwise Notified by the Department that specifies the Extra Services it requires, 
the corresponding Contract Charges and any other requirements.  

16.3 Following the issue of an Official Order in the agreed form: 

16.3.1 the authorised representatives of both Parties will sign the Official Order;  

16.3.2 the terms of this Contract will apply to the Extra Services, subject to any 
specific provisions set out in the Official Order; 

16.3.3 the Extra Services specified in the Official Order will form part of the 
Services to be provided by the Service Provider; and 

16.3.4 the SRSS Provider must provide the Extra Services in accordance with 
the Official Order and the terms and conditions of this Contract. 
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16.4 If there is any inconsistency between the terms and conditions of this Contract and an 
Official Order, the terms and conditions of this Contract will prevail to the extent of 
any inconsistency. 

16.5 The Department is not liable for any Extra Services undertaken or additional 
expenditure incurred by the SRSS Provider unless the Extra Services are the subject 
of an Official Order that has been signed by the Department. 

17. LEASES 

17.1 The SRSS Provider must ensure that any leases entered into in respect of the 
Contract: 

17.1.1 do not bind or name the Commonwealth; 

17.1.2 do not extend for a period that exceeds the Term (unless otherwise agreed 
by the Department before the commitment beyond the Term is entered 
into); and 

17.1.3 otherwise comply with the requirements of the Contract, including 
clause 54.5. 

17.2 The Department will not pay the SRSS Provider any costs (and will not be liable for 
any costs) in relation to any make good or restoration of damage obligations under any 
lease entered into by the SRSS Provider or otherwise in relation to this Contract 
(whether such costs relate to commercial or, subject to clause 17.4, residential 
premises) including costs in relation to: 

17.2.1 the removal of fittings and alterations;  

17.2.2 the storage or disposal of fittings and alterations; and 

17.2.3 repairing any damage. 

17.3 If this Contract is terminated or reduced in scope for any reason, the Department is not 
required to pay any make good or restoration of damage costs as part of any expenses 
payment in relation to the termination or reduction in scope. 

17.4 In the case of make good costs to residential premises, the Department may (but is not 
obliged to) agree to pay these costs where the SRSS Provider has made alterations to 
the premises at the request of the Department. Any such arrangement must be agreed to 
by the Department, in writing, at the time the Department requests the SRSS Provider 
to make alterations to the premises.   

18. GOODS 

Ownership and warranty 

18.1 Where Attachment A (Schedule of Services) or the SRSS Operational Procedures 
Manual indicates that Goods provided to an SRSS Recipient may be retained by that 
SRSS Recipient, the SRSS Provider must ensure, and do all things necessary to 
ensure, that ownership of those Goods:  
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18.1.1 vests in the SRSS Recipient upon provision of the Goods to the SRSS 
Recipient; and 

18.1.2 at the time ownership of the Goods passes to the SRSS Recipient, those 
Goods are free of any registered or unregistered charge, lien, mortgage, 
security, or other encumbrance. 

Risk of loss of, or damage to Goods 

18.2 The SRSS Provider acknowledges, agrees and must ensure that if it provides Goods 
to SRSS Recipients, the risk of loss of, or damage to, the Goods resides with the 
SRSS Provider until the Goods have been supplied to the SRSS Recipient in 
accordance with this Contract. 

18.3 The SRSS Provider must ensure that the SRSS Recipient obtains the benefits of any 
warranties applicable to the Goods regardless as to whether the SRSS Recipient has 
title in those Goods. 

Return of Goods 

18.4 The Department may require the SRSS Provider to replace any Goods provided to an 
SRSS Recipient, at no additional cost to the Department, if they have not been 
provided in accordance with this Contract.   

18.5 If the Department Notifies the SRSS Provider that the SRSS Provider must replace 
Goods, the SRSS Provider must promptly arrange for collection and replacement of 
those Goods in consultation with the SRSS Recipient, at the SRSS Provider's risk. 

18.6 Clauses 18.4 and 18.5 apply irrespective of whether the title in the Goods or other 
Deliverables has passed to the SRSS Recipient.  However, if the SRSS Recipient does 
not consent to the Goods being replaced, the SRSS Provider must Notify the 
Department and follow such further action as the Department requires. 

Register of Goods 

18.7 The SRSS Provider must maintain an up-to-date register of all Goods provided to 
SRSS Recipients, or which are held by or on behalf of the SRSS Provider and 
available to be provided to future SRSS Recipients.  The register must also include 
any details required by the Department. The SRSS Provider must promptly provide a 
copy of that register to the Department upon request. This clause does not limit the 
SRSS Provider's Obligations to develop and maintain an Asset and Property Register 
in accordance with Attachment A (Schedule of Services). 

19. DEPARTMENTAL ASSISTANCE  

19.1 Without limiting any of the SRSS Provider's Obligations under this Contract, the 
Department must provide the facilities and assistance (if any) as specified in 
Attachment A (Schedule of Services). 

19.2 Except as provided for in Attachment A (Schedule of Services): 

19.2.1 the Department is not required to provide any facilities, Materials or 
other resources to the SRSS Provider which are needed to perform the 
Services; and 
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19.2.2 the SRSS Provider must ensure it has and maintains the facilities, 
Materials and other resources needed to perform the Services in 
accordance with this Contract. 

19.3 If the Department provides any facilities, Materials or other resources to the SRSS 
Provider, the SRSS Provider must promptly check them for their fitness for purpose 
and report any defects immediately to the Department. 

19.4 The SRSS Provider must: 

19.4.1 maintain any facilities, Materials or other resources provided to the SRSS 
Provider by the Department  and protect them from any Loss or damage 
(subject to any fair wear and tear); and 

19.4.2 comply with any applicable conditions or directions imposed by the 
Department in relation to any facilities, Materials or other resources 
provided to the SRSS Provider. 

20. USE OF THE DEPARTMENT'S SYSTEMS 

20.1 The SRSS Provider must use and comply with the Department's information 
technology systems and requirements in accordance with Attachment A (Schedule of 
Services) and the SRSS Operational Procedures Manual. 

21. TRANSITION OUT OF SERVICES 

Contract Transition Out Plan 

21.1 The SRSS Provider must prepare, implement and comply with the approved Contract 
Transition Out Plan in accordance with Attachment A (Schedule of Services) 
including by: 

21.1.1 performing all the tasks and activities and delivering all Documentation 
and other Deliverables described in the Contract Transition Out Plan in 
accordance with its terms and prescribed timeframes; and 

21.1.2 ensuring that all tasks and activities are fully implemented and completed 
by the date specified by the Department. 

Completing Contract Transition Out 

21.2 The SRSS Provider must Notify the Department when it believes it has satisfied the 
requirements of the Contract Transition Out Plan.  

General Contract Transition Out Obligations 

21.3 Without limiting anything else in this Contract, the SRSS Provider must perform the 
Services in a manner that will effectively and efficiently allow for their transfer to the 
Department or an alternative service provider. 

21.4 The SRSS Provider must take all reasonable actions to ensure the Services are 
transferred to the Department or another entity nominated by the Department during 
the Contract Transition Out Period.  
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21.5 During the Contract Transition Out Period: 

21.5.1 the SRSS Provider must comply with the approved Contract Transition 
Out Plan; and 

21.5.2 if requested by the Department, the SRSS Provider must continue to 
perform any part of the Services that has not been transferred to the 
Department or another entity.  

Contract Transition Out Period 

21.6 The Contract Transition Out Period will commence on the earlier of: 

21.6.1 the date on which a termination Notice is given by the Department in 
accordance with this Contract; or 

21.6.2  before this Contract expires.  

21.7 The Contract Transition Out Period will end on the date the Department Notifies the 
SRSS Provider that all the requirements in the approved Contract Transition Out Plan 
have been met and the Services have been either transferred or completed in 
accordance with this Contract and the approved Contract Transition Out Plan.  

21.8 The terms of the Contract survive during the Contract Transition Out Period (but for 
the avoidance of doubt, the only amounts payable to the SRSS Provider after the end 
of the Term are those expressly stated to be payable during this time as set out in this 
Contract, if any). 

Knowledge transfer 

21.9 Without limiting anything else in this Contract, the SRSS Provider must, at no cost to 
the Department, provide the following assistance to the Department on termination or 
expiration of this Contract: 

21.9.1 transfer or provide access to all information and Material, stored by 
whatever means, held by the SRSS Provider or under the control of the 
SRSS Provider in connection with this Contract; and  

21.9.2 make the SRSS Provider's Personnel available for discussions with the 
Department as may be required. The time, length and subject of these 
discussions will be at the sole discretion of the Department. 

22. OTHER APPROVED PLANS 

22.1 Where this Contract requires the SRSS Provider to submit a plan or any other 
document for approval by the Department: 

22.1.1 that plan or document will have effect from the date of approval by the 
Department; 

22.1.2 if the Department is not satisfied with the plan or other document 
submitted, the SRSS Provider must promptly amend the plan or 
document and resubmit it for approval within the time frame specified by 
the Department; and 

s. 47G(1)(a)
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22.1.3 the approval of that plan or other document does not relieve the SRSS 
Provider from its Obligations under this Contract.  

22.2 Without prejudice to any other requirement of this Contract, the SRSS Provider must 
implement all approved plans and documents in the circumstances for which they are 
designed and to the extent appropriate to those circumstances. This Obligation 
includes: 

22.2.1 performing all the tasks and activities set out in the approved plans and 
documents that are described as being for the SRSS Provider's 
performance; 

22.2.2 performing those tasks and activities in accordance with the terms and 
prescribed timeframes of the approved plans and documents; and  

22.2.3 ensuring that the approved plans and documents are fully implemented 
and maintained and the tasks and activities described in them are 
completed promptly. 

22.3 Where the Contract (including Attachment A (Schedule of Services)) requires a plan or 
other document to be updated, maintained or provided on request to the Department, the 
SRSS Provider must ensure it: 

22.3.1 complies with the requirement and ensures updates and changes to plans are 
consistent with the Contract and with any directions or recommendations 
from the Department; and 

22.3.2 complies with a request to provide any plan within the timeframe specified by 
the Department. 

23. PERFORMANCE MANAGEMENT 

Performance Management - General  

23.1 The Department will monitor the performance of the SRSS Provider under this 
Contract and will evaluate the effectiveness of the SRSS Provider's performance on 
an on-going basis.   

23.2 The SRSS Provider must: 

23.2.1 comply with the performance management framework specified in 
Attachment A (Schedule of Services); and 

23.2.2 report to the Departmental Representative(s) on its performance under 
this Contract: 

(a) during the Contract Transition In Period, as required by the 
Department but no less than monthly; and 

(b) following the Effective Date as required by the Department but 
no less than quarterly for the first year and six monthly thereafter 
or as otherwise specified in Attachment A (Schedule of 
Services). 
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23.3 The Department may, by Notice, change the reporting requirements (including 
timing) and will consult with the SRSS Provider if requested. 

23.4 The Department will conduct a Quality Assurance programme to review and assess 
the performance of the SRSS Provider.  Reviews will take into account the 
information that the SRSS Provider provides to the Department in its reports and any 
other information the Department has in relation to the SRSS Provider's performance 
under this Contract. 

23.5 If the Department determines that the SRSS Provider's performance is not consistent 
with this Contract, the Department will Notify the SRSS Provider of the failure and 
specify a time period within which the SRSS Provider must remedy the failure, if 
capable of remedy.  The SRSS Provider must respond to this Notice, in writing, 
providing information on the reason for the failure and the strategy it will adopt to 
remedy the failure and to prevent further failures. 

23.6 Without limiting the Department's rights, if following a Notice given under 
clause 23.5, the Department determines that the SRSS Provider's performance has not 
improved to the Department's satisfaction within the period of time specified in the 
Notice, the Department may: 

23.6.1 require the SRSS Provider to propose and comply with a remediation 
plan, additional Performance Measures or other measures for 
performance that are acceptable to the Department; 

23.6.2 reduce the scope of this Contract; or 

23.6.3 terminate this Contract. 

23.7 The remainder of this clause 23 applies if Attachment A (Schedule of Services) 
specifies specific Performance Measures.  

Measuring and monitoring tools  

23.8 Unless specified otherwise in Attachment A (Schedule of Services), the SRSS 
Provider must:  

23.8.1 where required, implement and maintain during the Term, measuring and 
monitoring tools capable of measuring its performance against the 
Performance Measures; 

23.8.2 provide the Department with access to the data and information gathered 
by those tools; 

23.8.3 if requested by the Department demonstrate to the Department the 
operation and accuracy of those tools; and 

23.8.4 investigate any failure to perform the Services in accordance with the 
Performance Measures. 

Consequences of failing to meet Specific Performance Measures 

23.9 During the first year after the Effective Date, the Parties intend to consider, negotiate 
and agree the consequences for failing to meet the specific Performance Measures 

32

Document 1



33 

 

that will apply to the Contract.  The Parties will endeavour, in good faith, to agree to 
the consequences for failing to meet the specific Performance Measures that are 
attainable, relevant and measurable.  If the Parties are able to reach agreement by the 
first anniversary of the Effective Date the Parties will record their agreement through 
a variation to this Contract in accordance with clause 60 to implement the agreed 
consequences for failing to meet the Performance Measures (which will replace 
clauses 23.12 to 23.14 with the agreed Performance Measures). 

23.10 If the Parties are unable to agree Performance Measures by the first anniversary of the 
Effective Date, clauses 23.12 to 23.14 will apply. 

23.11 Nothing in this clause 23 limits the Department's rights in relation to any failure by 
the SRSS Provider to meet the Performance Measures (including for breach of this 
Contract).  

23.12 The Department may Notify the SRSS Provider of the consequences that will apply if 
the SRSS Provider fails to meet a Performance Measure, including, if specified in the 
Notice, the Contract Rebates that will apply.  The maximum Contract Rebate that 
may be specified in the Notice is 10% (in aggregate for all failures to meet the 
Performance Measures in the applicable month) of the Corporate Overhead Fee and 
Recipient Management Fee (in aggregate) payable for the applicable month.   

23.13 Immediately after the issue of a Notice under clause 23.12, the Contract Rebate: 

23.13.1 may be applied at the Department's discretion, at any amount not 
exceeding 10% of the aggregate of the Corporate Overhead Fee and the 
Recipient Management Fee payable for the month as set out in 
clause 23.12; and 

23.13.2 if applied, the SRSS Provider must submit an adjusted invoice as directed 
by the Department to reflect the Contract Rebate applied. 

23.14 The Department will consult with the SRSS Provider before applying any Contract 
Rebate and will take into account the outcome of those consultations. 

23.15 The SRSS Provider acknowledges and agrees that the consequences for failing to 
meet the Performance Measures: 

23.15.1 are reasonable and appropriate for managing the SRSS Provider's 
adherence to its Obligations under the Contract; and 

23.15.2 do not limit the Department's rights or remedies arising from any 
defective performance under the Contract. 

23.16 The Parties agree that: 

23.16.1 the amount of any Contract Rebates payable by the SRSS Provider under 
this Contract will not exceed the total amount of the Contract Charges 
payable to the SRSS Provider under this Contract; and 

23.16.2 the Department is not obliged to impose any Contract Rebate that may 
apply in accordance with this Contract; 
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23.16.3 any failure to impose a Contract Rebate does not limit the Department's 
right to apply a Contract Rebate in accordance with this Contract or 
otherwise waive any of the Department's other rights under this Contract. 

Variations to the Performance Measures 

23.17 The Department may, at its discretion, vary the Performance Measures by providing 
at least 20 Business Days prior written Notice to the SRSS Provider without requiring 
an amendment to this Contract.  The Department may vary the Performance Measures 
for any reason (including to ensure that they continue to accurately reflect the 
requirements of this Contract and the priorities of the Department). 

23.18 The Department may consult with the SRSS Provider as required before the 
Performance Measures take effect.  For clarity, any amendments to the Performance 
Measures as a result of this consultation do not need to be included in a new Notice to 
the SRSS Provider. 

Review of Performance Measures 

23.19 The SRSS Provider must: 

23.19.1 liaise with the Department as and when requested by the Department to 
review the appropriateness and relevance of the Performance Measures; and 

23.19.2 provide such information as the Department may request about the effects of 
the Performance Measures and performance of the Services, including to 
enable the Department to assess the appropriateness and relevance of the 
Performance Measures. 

24. DEFECTIVE SERVICES OR DELIVERABLES 

24.1 Following delivery of the Services or Deliverables by the SRSS Provider to the 
Department, the Department may take steps to verify that the Services or Deliverables 
delivered conform to the requirements of the Contract. 

24.2 If the Services or Deliverables do not conform to the requirements of the Contract, 
the Department may Notify the SRSS Provider that some or all of the Services or 
Deliverables are rejected, in which case delivery or performance will be deemed not 
to have occurred for the purpose of determining whether the SRSS Provider has 
complied with clause 15.1. 

24.3 The SRSS Provider must make good or replace the rejected Services or Deliverables 
at no additional cost to the Department, within the time specified by the Department.  
The SRSS Provider must meet all costs of, and incidental to, the performance of any 
remedial work. 

SECTION C - GOVERNANCE AND PERSONNEL 

25. GOVERNANCE  

25.1 In addition to the reporting requirements in clauses 23 and 30, the SRSS Provider 
must comply with the governance and reporting requirements set out in Attachment A 
(Schedule of Services). 
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26. UNINCORPORATED CONSORTIA 

26.1 This clause 26 applies only if the SRSS Provider comprises more than one entity. 

26.2 The SRSS Provider warrants that its governance arrangements are as specified in this 
Contract as at the Commencement Date. 

26.3 On the Commencement Date, all the entities that comprise the SRSS Provider appoint 
the Lead Member as their agent and general representative for the purpose of this 
Contract.  

26.4 Without limiting the SRSS Provider's Obligations under this Contract (including 
under clause 75), the Lead Member may: 

26.4.1 exercise some or all of the SRSS Provider's rights; 

26.4.2 perform or discharge some or all of the SRSS Provider's Obligations; and  

26.4.3 otherwise administer and perform this Contract on behalf of the SRSS 
Provider including the collection of the Contract Charges. 

26.5 Without limiting clause 60, the SRSS Provider must not: 

26.5.1 change its governance arrangements as specified in this Contract; 

26.5.2 limit the Lead Member's authority; or 

26.5.3 change the Lead Member, 

without the Department's prior written approval. 

26.6 Nothing in this clause 26 prevents the Department directly communicating with or 
enforcing each entities' Obligations in respect of each entity comprising the SRSS 
Provider.  

27. MANAGEMENT OF SERVICE PROVIDER PERSONNEL 

General 

27.1 The SRSS Provider must: 

27.1.1 comply with its human resource management Obligations described in 
Attachment A (Schedule of Services); 

27.1.2 manage its Personnel (including Subcontractors) in a manner designed to 
ensure the best performance of the Services; 

27.1.3 ensure that its Personnel conduct themselves in a professional and ethical 
manner in undertaking and completing the Services and, in particular, 
that they demonstrate cross-cultural sensitivity and awareness in their 
performance of the Services; 
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27.1.4 ensure that its Personnel are aware of and comply with  the APS Values 
and Code of Conduct and provide the Services in a manner consistent 
with the APS Values and Code of Conduct; and 

27.1.5 ensure that its Personnel comply with: 

(a) any protocols, codes of conduct  procedures or policies specified 
by the Department from time to time, including those specified in 
this Contract and Attachment A (Schedule of Services) and the 
SRSS Operational Procedures Manual; 

(b) all applicable Obligations of the SRSS Provider under this 
Contract so as to not place the SRSS Provider in breach of its 
Obligations under this Contract; and 

(c) all Laws. 

27.2 The Department may require particular SRSS Provider Personnel to provide the 
Services in specific instances (including to ensure the safety and wellbeing of the SRSS 
Recipient, SRSS Provider and the Department). The SRSS Provider must comply with 
any such requests. 

Removal of Personnel 

27.3 The Department may, at its absolute discretion, give Notice requiring the SRSS 
Provider to remove Personnel (including Specified Personnel) from work in respect 
of the provision of the Services. 

27.4 The SRSS Provider must provide replacement Personnel acceptable to the 
Department at no additional cost and at the earliest opportunity. 

27.5 The unavailability of Personnel for any reason will not limit the SRSS Provider's 
Obligations to provide the Services under this Contract.  Any need to replace any of 
the SRSS Provider's Personnel (including Specified Personnel) during the course of 
the Contract will not constitute an act or event that is beyond the reasonable control 
of the SRSS Provider in meeting the requirements of the Contract. 

27.6 If the SRSS Provider is unable to provide acceptable replacement Personnel, the 
Department may terminate this Contract in accordance with the provisions of 
clause 62. 

Disputes with Personnel 

27.7 If there is any dispute between the SRSS Provider and its Personnel (including 
Subcontractors) that could adversely affect the performance of the Services, the SRSS 
Provider must: 

27.7.1 Notify the Department immediately of the nature of the dispute and of its 
plans to resolve the dispute; and 

27.7.2 without limiting any other Obligation under this Contract, observe and 
implement the reasonable directions of the Department for the purpose of 
ensuring ongoing delivery of the Services. 
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SRSS Provider Representative 

27.8 The SRSS Provider must appoint a SRSS Provider Representative. The SRSS 
Provider Representative at the Commencement Date is identified in Item 2.  

27.9 The SRSS Provider Representative is the SRSS Provider's representative in respect of 
all aspects of the requirements specified in this Contract.  

Departmental Representative(s) 

27.10 The Departmental Representative(s) at the Commencement Date is identified in 
Item 3.  

27.11 The Departmental Representative(s) is the Department's representative in respect of 
all aspects of the requirements specified in this Contract.   

27.12 Subject to clause 14.4, the Parties acknowledge and agree that not all Notices may be 
issued by the Departmental Representative(s) and the SRSS Provider must comply 
with any authorised Notice from the Department even if that Notice has not been 
issued by the Departmental Representative(s). 

Changes to SRSS Provider and Departmental Representative(s) 

27.13 Each Party must Notify the other Party of any change in the address for Notices, or in 
the identity of the SRSS Provider Representative or Departmental Representative(s) 
(as applicable). 

28. SPECIFIED PERSONNEL 

28.1 If the Contract Details set out Specified Personnel, the SRSS Provider agrees that the 
Specified Personnel must undertake work in respect of the Services as set out in the 
Contract Details and in accordance with the terms of this Contract. 

28.2 If Specified Personnel are unable to undertake work in respect of the Services, the 
SRSS Provider must Notify the Department immediately. The SRSS Provider must 
provide replacement Specified Personnel acceptable to the Department at no 
additional cost and at the earliest opportunity. 

29. SUBCONTRACTING 

29.1 The SRSS Provider must not, without the prior written approval of the Department, 
subcontract the performance of any part of the Services.   

29.2 Without limiting clause 74, the Department may impose any terms and conditions it 
considers appropriate when giving its approval under clause 29.1. 

29.3 The SRSS Provider must make available, on request, details including names of all 
Subcontractors performing all or part of the Services. 

29.4 If requested by the Departmental Representative(s), the SRSS Provider must provide 
a copy of each Subcontract to the Department within the timeframes specified by the 
Departmental Representative(s). 
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29.5 The Service Provider acknowledges and agrees that the Department may publicly 
disclose the names of any Subcontractors engaged to perform the Services. The SRSS 
Provider must inform the Subcontractors that their participation in performing all or 
part of the Services may be publicly disclosed. 

Obligations to flow down to Subcontracts 

29.6 The SRSS Provider must ensure that any Subcontract for the performance of the 
Services contains provisions that are equivalent to the Obligations imposed on this 
SRSS Provider under this Contract, including those in relation to work health and 
safety, confidentiality, privacy, security, reporting Obligations, disclosures, audit 
requirements and compliance with Laws and Commonwealth policies. 

29.7 The SRSS Provider must ensure that, each Subcontract contains a requirement for the 
Subcontractor to:  

29.7.1 comply with any direction given by the SRSS Provider to reflect a 
direction from the Department including about reporting and remedying 
any defective performance;  

29.7.2 participate in any quality assurance activities conducted by the 
Department and to remedy any issues identified by the Department; 

29.7.3 directly engage and communicate (including to meet) with the 
Department (such engagement, communication and meetings to be 
initiated at the sole discretion of the Department); and  

29.7.4 provide all information relating to the Subcontractor's performance of 
any services, including documentation and financial information, as 
requested by the Department. 

29.8 For clarity, the Department will not use its rights to communicate directly with the 
Subcontractor in respect of Extra Services or performance measurement or quality 
assurance.  The Department will discuss these matters directly with the SRSS Provider. 

SECTION D - REPORTING 

30. REPORTING 

30.1 In addition to any specific Obligations in Attachment A (Schedule of Services), the 
SRSS Provider must: 

30.1.1 liaise with the Departmental Representative(s) as required; 

30.1.2 comply effectively and efficiently with any reasonable directions or request 
given by the Departmental Representative(s) in respect of this Contract; 

30.1.3 provide any information the Departmental Representative(s) may reasonably 
require; and 

30.1.4 attend meetings with the Department and Other Providers as required by the 
Department. 
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30.2 In addition to other reporting obligations in the Contract, the SRSS Provider must 
prepare and provide to the Department the reports specified in, and in accordance 
with, Attachment A (Schedule of Services) including: 

30.2.1 at the times required by Attachment A (Schedule of Services); 

30.2.2 in the format required by Attachment A (Schedule of Services) (or in 
such other format as the Department may Notify to the SRSS Provider 
from time to time); and 

30.2.3 accurately containing all the details described in Attachment A (Schedule 
of Services) or required by the Department from time to time. 

30.3 The SRSS Provider must prepare and provide to the Department any other reports as 
requested by the Department which are relevant to the Services (including in urgent 
circumstances such as to allow the Department to respond to ministerial or other 
requests for information about the Services). 

SECTION E - PAYMENTS 

31. NO CHARGES TO SRSS RECIPIENTS 

31.1 The SRSS Provider is not entitled to charge or collect any amount (or any other 
benefit in kind) from SRSS Recipients in connection with the Services, including for 
payments made or services performed which are inconsistent with this Contract or the 
SRSS Operational Procedures Manual, as specified in clauses 7.1.5 and 7.1.6 of 
Attachment B (Contract Charges and Expenses).    

32. CONTRACT CHARGES AND EXPENSES 

32.1 In consideration for the performance by the SRSS Provider of its Obligations under 
this Contract and subject to the terms of the Contract, the Department must pay to the 
SRSS Provider: 

32.1.1 the Contract Charges; and 

32.1.2 the Expenses (if any). 

32.2 The Department must pay the SRSS Provider the amount owing within 30 days of the 
receipt of a Correctly Rendered Invoice submitted by the SRSS Provider.  If this 
30 day period ends on a day that is not a Business Day, payment will be made on the 
next Business Day. 

32.3 If there is a dispute as to whether an amount is payable under an invoice, the SRSS 
Provider must cancel the invoice in dispute and issue a Correctly Rendered Invoice 
for any undisputed portion of the disputed invoice.  The Department must pay a 
Correctly Rendered Invoice for the undisputed portion of a disputed invoice. 

32.4 The Contract Charges and Expenses include (unless otherwise agreed by the 
Department in writing): 

32.4.1 all costs, resources and expenses required by the SRSS Provider to 
perform the Services, including: 
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(a) travel and accommodation costs; 

(b) document reproduction;  

(c) delivery, transportation and courier charges; 

(d) storage and packaging costs;  

(e) insurance costs; and  

(f) telecommunications charges; and 

32.4.2 except as provided by clause 35, all taxes, duties and government charges 
imposed or levied in Australia or overseas in connection with the 
performance of this Contract. 

Department’s Right to Delay or Reduce Payment 

32.5 Despite anything else in the Contract: 

32.5.1 the Department is not obliged to pay the Contract Charges for any 
Services or Deliverables that are not provided in accordance with the 
Contract or pay any amount that is not payable in accordance with this 
Contract; 

32.5.2 the Department may (in addition and without prejudice to any other right 
it may have) defer payment or reduce the amount of any Contract 
Charges payable until the SRSS Provider has completed, to the 
satisfaction of the Department, that part of the Services to which those 
Contract Charges relates; 

32.5.3 if the Department pays any amount to the SRSS Provider that is not due, 
including by making a payment under an improperly rendered or 
inaccurate invoice, the SRSS Provider must immediately repay that 
overpayment to the Department; and 

32.5.4 the Department may set-off any amount the SRSS Provider owes it, 
including under clause 32.5.3, against any amount the Department owes 
the SRSS Provider, whether owed actually, contingently or prospectively 
under this Contract. 

Interest 

32.6 The Department is not required to pay any interest or penalty in respect of late 
payments, unless expressly stated in Attachment B (Contract Charges and Expenses). 

33. NOT USED 

34. INVOICES 

Correctly Rendered Invoice 

34.1 A Correctly Rendered Invoice means an invoice that: 
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34.1.1 unless specified otherwise in Attachment B (Contract Charges and 
Expenses), is submitted monthly in arrears; 

34.1.2 is addressed to the Departmental Representative(s) or such other person 
Notified to the SRSS Provider; 

34.1.3 is in a form, whether required by the A New Tax System (Goods and 

Services Tax) Act 1999 (Cth) or otherwise, that enables the Department to 
claim an input tax credit for any Goods and Services Tax imposed on any 
taxable supply by the SRSS Provider to the Department;  

34.1.4 is correctly addressed; 

34.1.5 is correctly calculated; 

34.1.6 identifies the amount claimed; 

34.1.7 where explanation is necessary, is accompanied by documentation 
substantiating the amount claimed (including from Subcontractors if 
requested by the Department); and 

34.1.8 contains the information and meets the requirements for invoices set out 
in Attachment B (Contract Charges and Expenses). 

Submission of Invoices 

34.2 The SRSS Provider must submit a Correctly Rendered Invoice to the Department for 
the Contract Charges as they become payable under the Contract, at the times set out 
in Attachment B (Contract Charges and Expenses). 

34.3 The SRSS Provider must not submit invoices for Services or Deliverables that have 
not been delivered to the Department. 

34.4 If requested by the Department, the SRSS Provider must provide any additional 
information or clarification in relation to a submitted invoice.  If the SRSS Provider 
fails to provide that additional information or clarification to the Department's 
satisfaction, the Department may withhold payment of the invoice until the additional 
information or clarification has been provided to the Department's satisfaction. 

35. GST 

35.1 In this clause 35, capitalised terms have the meaning given to them in A New Tax 

System (Goods and Services Tax) Act 1999 (Cth). 

35.2 A Party must pay GST on a Taxable Supply made to it under this Contract, in 
addition to any consideration (excluding GST) that is payable for that Taxable Supply 
and it must do so at the same time and in the same way as it is required to pay the 
consideration for that Taxable Supply. 

35.3 A Party making a Taxable Supply to another Party under this Contract must issue a 
Tax Invoice to the other Party, setting out the amount of the GST payable by that 
other Party and must do so at the time the other Party is required to pay the 
consideration for the Taxable Supply. 
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35.4 Subject to clause 35.5, if the SRSS Provider is required under this Contract to 
indemnify the Department, or either Party is required to make a contribution to the 
other Party, and the other Party can obtain an Input Tax Credit on an acquisition 
associated with that indemnity or contribution, the amount the Party is required to pay 
is: 

35.4.1 reduced by the amount of that Input Tax Credit; but 

35.4.2 increased by any GST payable by that other Party in respect of the 
indemnity or contribution. 

35.5 Despite clause 35.4, the amount of an indemnity or contribution is not reduced by the 
amount of an Input Tax Credit if that credit has already been taken into account in 
calculating the amount of the indemnity or contribution.  If an Adjustment Event 
results in the GST on a Taxable Supply being different from the GST recovered by 
the supplier, the supplier: 

35.5.1 must refund to the other Party any excess; and 

35.5.2 may recover from the other Party any shortfall. 

35.6 The recovery of any money from the other Party under clause 35.5 is conditional on 
an Adjustment Note first being given to the other Party. 

36. PUBLIC MONEY 

36.1 The Parties acknowledge that the SRSS Provider is not required to handle money on 
behalf of the Department under the Contract but may be required to pay money to 
SRSS Recipients which will be reimbursed by the Department in accordance with this 
Contract. 

37. BENCHMARKING 

37.1 From time to time during the Term, the Department may: 

37.1.1 test the market for any or all of the Services; and/or 

37.1.2 undertake benchmarking to measure the standards of delivery and cost of 
the Services in part or in the aggregate to determine if the performance of 
the SRSS Provider matches and the Contract Charges are competitive 
with then current market prices and standards of delivery for similar 
services. 

37.2 Benchmarking will be conducted in accordance with the timing and procedures as 
determined by the Department. The Department will consult the SRSS Provider on 
these matters and benchmarking which will not occur more than once every twelve 
months. 

37.3 Without limiting the rights of the Department, the Department may release 
benchmarking results to: 

37.3.1 other Commonwealth Agencies or State and Territory agencies; 

37.3.2 Ministers and their advisers; 
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37.3.3 Parliament or parliamentary committees; and 

37.3.4 advisers to the Department. 

37.4 If the benchmarking shows that the Contract Charges are not priced competitively 
because they are higher than the average price for charges for similar services, unless 
the SRSS Provider satisfies the Department that the difference in price is due to the 
Department's unique requirements and not due to the SRSS Provider's performance: 

37.4.1 the SRSS Provider must assist the Department to determine the causes of 
the benchmarker's findings and proactively seek resolution and an 
appropriate reduction in the Contract Charges within 60 Business Days or 
such other period agreed by the Department;  

37.4.2 if no resolution is reached: 

(a) the Contract Charges will be reduced by the amount of the excess 
determined during the benchmarking from the end of the 
following month; 

(b) the reduced Contract Charges must be reflected in subsequent 
invoices or may be set-off by the Department against any invoice 
received under the Contract; and 

(c) the Contract must be updated in accordance with clause 60 to 
reflect the reduced Contract Charges. 

37.5 A dispute in relation to benchmarking must be resolved in accordance with the 
dispute resolution process set out in this Contract. 

SECTION F - MATERIAL AND INTELLECTUAL PROPERTY RIGHTS 

38. COMMONWEALTH MATERIAL 

38.1 The Department must provide to the SRSS Provider the Commonwealth Material as 
specified or described in Attachment E (Material). 

38.2 The SRSS Provider must ensure that the Commonwealth Material is used, copied, 
supplied, or reproduced only for the purposes of this Contract. 

38.3 The SRSS Provider must ensure that all Commonwealth Material is used strictly in 
accordance with any conditions or restrictions set out in Attachment E (Material), and 
any direction by the Department. 

38.4 Upon the expiration or earlier termination of this Contract, or at any other time Notified 
by the Department, the SRSS Provider must return to the Department all 
Commonwealth Material remaining in its possession unless otherwise directed by the 
Department. 

39. INTELLECTUAL PROPERTY - OWNERSHIP MODEL 

39.1 Item 10 of the Contract Details sets out the ownership model for Intellectual Property 
Rights in all Contract Material.  
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39.2 If no ownership model is selected in Item 10 of the Contract details:  

39.2.1 clause 40 will apply; and  

39.2.2 for the avoidance of doubt, no part of clause 41 will apply.  

39.3 Nothing in clauses 39, 40 or 41 affects the ownership of the Intellectual Property 
Rights in any:  

39.3.1 Commonwealth Material;  

39.3.2 Existing SRSS Provider Material; 

39.3.3 Third Party Material; or 

39.3.4 other Auxiliary Material. 

39.4 The SRSS Provider must obtain all necessary Intellectual Property Rights and 
permissions before using or making available any Third Party Material or other 
Auxiliary Material for the purposes of this Contract.  

39.5 The Department will obtain all necessary Intellectual Property Rights and permissions 
before making Commonwealth Material available to the SRSS Provider for the 
purposes of this Contract.  

40. COMMONWEALTH OWNERSHIP OF INTELLECTUAL PROPERTY RIGHTS 

[Note This clause applies if specified in Item 10 of the Contract Details or if that item is not completed.]  

40.1 All Intellectual Property Rights in all Contract Material vests immediately in the 
Commonwealth upon its creation.  

40.2 Unless otherwise specified in Attachment E (Material), to the extent that the 
Department needs to use any Auxiliary Material provided by the SRSS Provider to 
receive the full benefit of Services or Deliverables (including the Contract Material), 
the SRSS Provider grants to (or must procure for) the Department a permanent, 
irrevocable, royalty-free, worldwide, non-exclusive licence (including a right to 
sublicense) to use, reproduce, adapt, modify, distribute, communicate and exploit that 
Auxiliary Material for any purpose. 

40.3 Unless otherwise specified in Attachment E (Material), to the extent that the SRSS 
Provider needs to use any of the Commonwealth Material or Contract Material for the 
purpose of performing its Obligations under the Contract, the Commonwealth grants 
to the SRSS Provider a world-wide, royalty free, non-exclusive, non-transferable 
licence (including the right to sublicense) to use, reproduce, adapt, modify, distribute 
and communicate that Material solely for the purpose of providing the Services.  

40.4 The licence in clause 40.3 is subject to:  

40.4.1 any limitation, condition or restriction in Attachment E (Material); and 

40.4.2 any direction by the Department. 
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41. SRSS PROVIDER OWNERSHIP OF INTELLECTUAL PROPERTY RIGHTS 

[Note: This clause only applies if specified in Item 10 of the Contract Details.]  

41.1 All Intellectual Property Rights in the Contract Material vests or will vest 
immediately in the SRSS Provider upon its creation.  

41.2 Unless otherwise specified in Attachment E (Material), to the extent that the 
Department needs to use any of the Contract Material or Auxiliary Material provided 
by the SRSS Provider to receive the full benefit of the Services or the Deliverables 
(including the Contract Material), the SRSS Provider grants to (or must procure for) 
the Department a permanent, irrevocable, worldwide, royalty free, non-exclusive, 
non-transferable licence (including the right to sublicense) to use, reproduce, adapt, 
modify, distribute, communicate and exploit that Material for any purpose. 

41.3 If required by the Department, the SRSS Provider must make the Contract Material or 
Auxiliary Material available to third Parties (including to members of the public) by 
means of a Creative Commons licence, in accordance with any reasonable direction 
by the Department. 

41.4 Unless otherwise specified in Attachment E (Material), to the extent that the SRSS 
Provider needs to use any of the Commonwealth Material for the purpose of 
performing its Obligations under the Contract, the Commonwealth grants to the SRSS 
Provider a world-wide, royalty-free, non-exclusive, non-transferable licence 
(including the right to sublicense) to use, reproduce, adapt, modify, distribute and 
communicate that Material solely for the purpose of providing the Services.  

41.5 The licence in clause 41.4 is subject to:  

41.5.1 any limitation, condition or restriction in Attachment E (Material); and 

41.5.2 any direction by the Department.  

42. INTELLECTUAL PROPERTY WARRANTY  

Warranty 

42.1 The SRSS Provider represents and warrants that: 

42.1.1 it is entitled; or 

42.1.2 it will be entitled at the relevant time,  

to grant the licences and deal with the Intellectual Property Rights in any Material, 
including Contract Material, Existing SRSS Provider Material, Third Party Material 
and any other Auxiliary Material provided by it, in the manner set out in this 
Contract. 

Remedy for breach of warranty 

42.2 If someone claims, or the Commonwealth reasonably believes that someone is likely 
to claim, that all or part of a Deliverable or the performance of a Service infringes 
their Intellectual Property Rights, the SRSS Provider must, in addition to the 
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indemnity under clause 51 and to any other rights that the Commonwealth may have 
against it, promptly, at the SRSS Provider’s expense: 

42.2.1 use its best efforts to secure the rights for the Commonwealth to continue 
to use the Deliverables free of any claim or Liability for infringement; or 

42.2.2 replace or modify the Service or Deliverables so that the SRSS Provider's 
provision of it or the Department's use of the relevant Deliverable does 
not infringe the Intellectual Property Rights of any other person, 

without any degradation of the performance or quality of the Service or Deliverable.  

43. MORAL RIGHTS 

43.1 For the purposes of this clause 43, ‘Permitted Acts’ means any of the following 
classes or types of acts or omissions: 

43.1.1 using, reproducing, adapting or exploiting all or any part of the Contract 
Material, with or without attribution of authorship; 

43.1.2 supplementing the Contract Material with any other Material; 

43.1.3 making any variations to, including additions to or deletions from, the 
Contract Material; or 

43.1.4 using the Contract Material in a different context to that originally 
envisaged, 

but does not include those which would infringe the author’s right not to have 
authorship falsely attributed. 

43.2 If the SRSS Provider is a natural person and the author of the Contract Material, he or 
she consents to the performance of the Permitted Acts by the Commonwealth or any 
person claiming under or through the Department. 

43.3 If clause 43.2 does not apply, the SRSS Provider must: 

43.3.1 obtain from each author a written consent which extends directly or 
indirectly to the performance of the Permitted Acts by the Department or 
any person claiming under or through the Department (whether occurring 
before or after the consent is given); and 

43.3.2 provide the executed original of any such consent to the Department upon 
request of the Department. 

43.4 This clause 43: 

43.4.1 applies subject to any provision to the contrary in Attachment E (Material); 
and 

43.4.2 does not apply to any Commonwealth Material incorporated into the 
Contract Material. 
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SECTION G - INFORMATION AND SECURITY 

44. CONFIDENTIAL INFORMATION  

44.1 The Parties must not, without prior Notice of consent from the other Party: 

44.1.1 use any Confidential Information of the other Party except for the purposes 
of this Contract; and 

44.1.2 disclose any Confidential Information of the other Party to a third party. 

44.2 Without limiting clause 74, in giving written consent to use or disclose the 
Commonwealth’s Confidential Information, the Department may impose such 
conditions as it thinks fit, and the SRSS Provider must comply with those conditions. 

44.3 If the SRSS Provider becomes subject to a legal Obligation to provide any Confidential 
Information of the Department to a third party, the SRSS Provider must immediately: 

44.3.1 Notify the Department; 

44.3.2 take all reasonable steps to lawfully resist or narrow the requirement to 
disclose the Confidential Information; and 

44.3.3 assist and cooperate with the Department if the Department seeks to limit 
or resist the requirement for the Confidential Information to be disclosed.  

44.4 If the SRSS Provider becomes aware that any Confidential Information of the 
Department may have been lost, stolen, accessed or used in a manner inconsistent with 
this clause 44, or any suspected or possible breach of this Contract, the SRSS Provider 
must: 

44.4.1 immediately Notify the Department giving details of the suspected or 
possible breach; 

44.4.2 do everything necessary to remedy the unauthorised access to, use or 
disclosure of the Confidential Information, or to prevent the suspected or 
possible breach of this clause 44; 

44.4.3 comply with all written directions from the Department in relation to the 
actual, suspected or possible breach of this clause 44; and 

44.4.4 give the Department all assistance required in connection with proceedings 
which the Department may institute against any person for breach of 
confidence or otherwise. 

44.5 The SRSS Provider must ensure that each member of its Personnel who may have 
access to any Confidential Information of the Department is (before being given access 
to that Confidential Information) briefed on or otherwise made aware of the fact that the 
wrongful disclosure of, or the misuse of, Confidential Information would be a breach of 
this Contract. 

44.6 The Department may at any time require: 

44.6.1 the SRSS Provider’s Personnel; or  
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44.6.2 any person with a Third Party Interest, 

to give a written undertaking in a form at Attachment K (Confidentiality Deed) or such 
other form as reasonably required by the Department relating to the use and non-
disclosure of the Commonwealth’s Confidential Information. 

44.7 If the SRSS Provider receives a request under clause 44.6, it must promptly arrange for 
all such undertakings to be given. 

44.8 The Obligations on the Parties under this clause 44 will not be taken to have been 
breached to the extent that Confidential Information: 

44.8.1 is disclosed by a Party in order to comply with Obligations, or exercise 
rights, under this Contract; 

44.8.2 is disclosed by a Party’s internal management Personnel, solely to enable 
effective management or auditing of Contract related activities; 

44.8.3 is disclosed to any Commonwealth Minister, or the Minister’s advisers; 

44.8.4 without limiting the application of this clause 44.8, is disclosed:  

(a) in order to comply with the requirements of any regulatory body; 

(b) in order to respond to a request that is made by a Royal 
Commission, a body undertaking an administrative or statutory 
review, or an audit or inquiry (whether within or external to the 
Commonwealth), including a review, audit or inquiry that is 
conducted by the Commonwealth Auditor-General, the 
Australian Information Commissioner or the Privacy 
Commissioner pursuant to clause 58; or 

(c) in order to respond to a request or direction of a House, or a 
request by a Committee, of the Parliament of the Commonwealth 
of Australia; 

44.8.5 is authorised or required by Law to be disclosed;  

44.8.6 is shared by the Department within the Department’s organisation, or with 
another agency, where this serves the legitimate interests of the 
Commonwealth; 

44.8.7 is in the public domain otherwise than due to a breach of this clause 44; or 

44.8.8 without limiting this clause 44, was not disclosed by the SRSS Provider to, 
or held by, the Department under an Obligation of confidentiality. 

44.9 Where a person discloses Confidential Information to another person pursuant to 
clauses 44.8.1,  44.8.2, 44.8.3, or 44.8.4, the disclosing person must notify the receiving 
person that the information is confidential. 

44.10 The Obligations under this clause 44 continue after the expiry or termination of this 
Contract unless specified otherwise in relation to particular Confidential Information in 
Attachment C (Confidential Information). 
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Reporting Obligations and Disclosures 

44.11 The SRSS Provider permits the disclosure of information related to this Contract for 
various reporting and Commonwealth disclosure Obligations.  These disclosures 
include: 

44.11.1 disclosure of procurement information for the Department’s annual 
reporting purposes; 

44.11.2 disclosure to the Parliament and its committees, as appropriate, in line with 
the Government Guidelines for Official Witnesses before Parliamentary 
Committees and Related Matters; 

44.11.3 disclosure of information consistent with the Freedom of Information 

Act 1982 (Cth);  

44.11.4 disclosure of discoverable information that is relevant to a case before a 
court; and 

44.11.5 disclosure of information as required under other Law or Commonwealth 
policy. 

44.12 The SRSS Provider must provide all reasonable assistance to the Department with 
regard to the release of the SRSS Provider’s Confidential Information where disclosure 
may be required for the purposes of the Department’s Parliamentary reporting and 
accountability Obligations. 

45. PROTECTION OF PERSONAL INFORMATION 

Application of Clause 

45.1 This clause 45 applies only to the extent that the SRSS Provider deals with Personal 
Information in providing the Services under this Contract. 

Interpretation of this clause 

45.2 In this clause 45, the following terms have the same meaning as they have in the 
Privacy Act 1988 (Cth) (the Privacy Act): 

45.2.1 an agency;  

45.2.2 overseas recipient; 

45.2.3 APP code; 

45.2.4 CR code; 

45.2.5 contracted service provider; and  

45.2.6 APPs (Australian Privacy Principles). 

49

Document 1



50 

 

Obligations of SRSS Provider in relation to Personal Information 

45.3 The SRSS Provider acknowledges that it is a contracted service provider and agrees, in 
providing the Services under this Contract: 

45.3.1 to use or disclose Personal Information obtained in the course of providing 
Services under this Contract only for the purposes of this Contract; 

45.3.2 to carry out and discharge the Obligations contained in the APPs as if it 
were an agency; 

45.3.3 not to do any act or engage in any practice which, if done or engaged in by 
an agency, would be a breach of an APP; 

45.3.4 to comply with the APPs, any registered APP Code or registered CR Code 
that is applicable to the SRSS Provider; 

45.3.5 to comply with APP 5 by notifying the individuals where Personal 
Information is being, or has been collected about the individuals.  Unless 
otherwise provided by the Privacy Act, the SRSS Provider must notify or 
make the individual/s aware that important information about the 
collection, use and disclosure (to other agencies and third parties, including 
overseas entities) of Personal Information, including sensitive information, 
can be located in the Department's Privacy Notice Form (Form 1442i); 

45.3.6 not to use or disclose Personal Information in breach of APP 7 (Direct 
marketing) of the Privacy Act (where applied to the SRSS Provider), unless 
the information was collected for the purpose of meeting, directly or 
indirectly, an Obligation under this Contract; and the use or disclosure is 
necessary to meet, directly or indirectly, such an Obligation under this 
Contract; 

45.3.7 to comply with any request under section 95C of the Privacy Act (relating 
to disclosure of any provisions of this Contract that are inconsistent with a 
registered APP code binding a party to the Contract or with an APP);  

45.3.8 to comply with the APPs in relation to the collection, use, disclosure, 
storage and destruction or de-identification of Personal Information, when 
disclosure is made to an overseas recipient;  

45.3.9 to ensure that if disclosure is made to an overseas recipient, the overseas 
recipient implements a data breach response plan which includes a 
mechanism for notifying the Department where there are reasonable 
grounds to suspect a data breach and outlines appropriate remedial action;  

45.3.10 to Notify individuals whose Personal Information is held by SRSS Provider 
or Subcontractor, as the case may be, of the complaints mechanism 
outlined in the Privacy Act that may apply to the SRSS Provider; 

45.3.11 to Notify the Department immediately if the SRSS Provider: 

(a) becomes aware of a breach or possible breach of any of the 
Obligations contained in, or referred to in, this clause 45, whether 
by the SRSS Provider or a Subcontractor; 
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(b) becomes aware that a disclosure of Personal Information may be 
required by law; or 

(c) is approached by the Information Commissioner, or by any 
individual to whom any Personal Information held by the SRSS 
Provider or Subcontractor relates, in respect of Personal 
Information; 

45.3.12 to cooperate with any reasonable request or direction of the Department in 
relation to an inquiry, audit or other exercise of powers and functions, by 
the Information Commissioner under the Privacy Act;  

45.3.13 to comply with any directions, guidelines, determinations or 
recommendations relating to the use or disclosure of Personal Information 
publicly available or Notified to the SRSS Provider by the Department; and 

45.3.14 to ensure that all Personnel required to deal with Personal Information for 
the purposes of this Contract are made aware of the Obligations of the 
SRSS Provider set out in this clause 45. 

45.4 The SRSS Provider must ensure that any Subcontract entered into by the SRSS 
Provider for the purpose of fulfilling its Obligations under this Contract imposes on the 
Subcontractor the same Obligations that the SRSS Provider has under this clause 45 
(including this requirement in relation to Subcontracts). 

45.5 The provisions of this clause 45 survive termination or expiration of this Contract. 

Change of Law 

45.6 The SRSS Provider: 

45.6.1 undertakes to comply, at no additional cost to the Department, with any 
changes to the Privacy Act which may come into force during the Term; 
and 

45.6.2 undertakes to agree to the making of changes to this clause 45 which are 
required to reflect any such changes in the Privacy Act. 

45.7 The provisions of this clause 45 survive termination or expiration of this Contract. 

SRSS Recipient involvement in research 

45.8 If the SRSS Provider receives a request from a third party for SRSS Recipient 
involvement in any research, survey, review or data collection activities, the SRSS 
Provider must obtain the SRSS Recipient's consent prior to agreeing to arranging the 
SRSS Recipient's involvement or providing any information about the SRSS Recipient.  

45.9 The SRSS Provider must promptly report to the Department all third party requests for 
SRSS Recipient involvement in any research, survey, review or data collection 
activities.  The SRSS Provider must ensure that Unaccompanied Minors do not 
participate in any research, survey, review or data collection activities without the 
Department's prior written approval. 
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46. SECURITY REQUIREMENTS 

46.1 In this clause 46: 

Official Information means any information developed, received or collected by or 
on behalf of the Commonwealth of Australia through its agencies and contracted 
providers; 

Official Resources includes: 

(a) Official Information; 

(b) people who work for or with the Commonwealth; and 

(c) assets belonging to (even if in the possession of contracted Contractors) or in 
the possession of the Commonwealth; 

Protective Security Policy Framework means the Australian Government 
Protective Security Policy Framework as amended from time to time;  

Security Classified Information means Official Information that, if compromised, 
could have adverse consequences for the Commonwealth; and 

Security Incident means a security breach, violation, contact or approach from those 
seeking unauthorised access to Official Resources. 

General Security Obligations 

46.2 The SRSS Provider must ensure that its Personnel comply with: 

46.2.1 all relevant security requirements specified in the Australian Government 
Protective Security Framework; 

46.2.2 the security requirements specified Attachment A (Schedule of Services); 
and 

46.2.3 any variations or additions to these security requirements that the 
Commonwealth (in its absolute discretion) Notifies the SRSS Provider in 
writing, from the date specified in the Notice (or five Business Days after 
it receives the Notice if no date is specified). 

46.3 The SRSS Provider acknowledges that in performing the Contract, it may become 
subject to certain statutory provisions relating to security and security issues, and 
must ensure that its Personnel are aware of, and comply, with those statutory 
provisions. 

46.4 Subject to clause 60, the SRSS Provider may apply to the Department for a variation 
in the Contract Charges if the SRSS Provider can substantiate that changes to the 
security requirements pursuant to clause 46.2.3 have cost implications for it. 

Personnel Security 

46.5 The SRSS Provider must obtain prior written authorisation from the Department for 
any Personnel who may be required to: 
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46.5.1 enter secure areas in the Department’s building or places; 

46.5.2 work with Commonwealth Personnel for extended periods; 

46.5.3 have access to Security Classified Information, or valuable assets; or 

46.5.4 hold a particular kind of security clearance that the Department Notifies 
to the SRSS Provider. 

46.6 The SRSS Provider must ensure that all Personnel proposed for authorisation under 
clause 46.5: 

46.6.1 are of good fame and character; 

46.6.2 are properly qualified for the tasks they are to perform; and 

46.6.3 will act in all circumstances in a fit and proper manner while they are 
carrying out work under this Contract. 

46.7 The SRSS Provider must provide any information the Department reasonably 
requests to enable the Department to investigate whether particular Personnel should 
be authorised under clause 46.5. 

46.8 The Commonwealth must Notify the SRSS Provider of: 

46.8.1 the Personnel who have been granted authorisation under clause 46.5 
(Authorised Persons); 

46.8.2 the type and level of Commonwealth security clearance (if any) given to 
each Authorised Person; and 

46.8.3 the period during which the authorisation is effective; and 

46.8.4 the Personnel who have not been granted authorisation. 

46.9 The SRSS Provider must acknowledge receipt of any Notice provided under 
clause 46.8 by signing and returning a copy of the Notice to the Department. 

46.10 The SRSS Provider must promptly Notify the Department of any change in an 
Authorised Person’s circumstances that, in the SRSS Provider’s reasonable opinion, 
is likely to affect the Commonwealth’s authorisation of that person. 

46.11 The Commonwealth may, at any time, on reasonable grounds, without any liability 
whatsoever, withdraw, limit or suspend its authorisation of a particular person, and if 
it does so, must Notify the SRSS Provider. 

46.12 If the Department gives a Notice under clause 46.11, the SRSS Provider must, upon 
request by the Department, propose and make available another person for 
authorisation by the Commonwealth under clause 46.5 within a reasonable time and 
without inconvenience or cost to the Commonwealth. 

46.13 The Department may, from time to time, Notify the SRSS Provider that particular 
Personnel must hold a particular level of Commonwealth security clearance and the 
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SRSS Provider must comply with, and ensure its Personnel act in accordance with, 
that Notice. 

46.14 Unless otherwise specified in Attachment B (Contract Charges and Expenses), the 
SRSS Provider is responsible for all costs associated with obtaining security 
clearances or obtaining authorisation under this clause 46. 

Information Security 

46.15 The SRSS Provider must not permit any of its Personnel to have any access to 
Security Classified Information unless: 

46.15.1 the relevant person has been cleared to the appropriate security level; 

46.15.2 the Commonwealth has given prior written authorisation; and 

46.15.3 the relevant person has undergone any training specified in Attachment A 
(Schedule of Services) relating to access and use of Security Classified 
Information. 

46.16 The SRSS Provider must inform the Department immediately if it becomes aware that 
any unauthorised person has had access to Security Classified Information. 

46.17 The SRSS Provider must not perform any part of the Services outside Australia, or 
transfer Security Classified Information outside Australia, without the Department’s 
prior written approval. 

46.18 The SRSS Provider must ensure that any access its Personnel have to the 
Department's systems or information (including information in relation to SRSS 
Recipients) immediately cease upon that Personnel ceasing to be an employee or 
contractor of the SRSS Provider or no longer have a requirement to access such 
information. 

Physical Security 

46.19 The SRSS Provider may only access the Department’s premises if it: 

46.19.1 has the Department’s written authorisation; and  

46.19.2 complies with the Department’s requirements set out in this Contract or 
otherwise Notified by the Department including any directions or 
procedures in relation to security and workplace safety that apply to those 
premises. 

46.20 The SRSS Provider must ensure that its Personnel safeguard any keys or passes or 
other Material detailing access arrangements that are provided to the SRSS Provider 
for the purposes of this Contract. 

46.21 The SRSS Provider must protect any Official Resources it possesses or controls to the 
same extent as if it were the Commonwealth, including ensuring that unauthorised 
persons cannot access any Official Information.  
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Security Reports  

46.22 The SRSS Provider must Notify the Department immediately if it becomes aware that 
a Security Incident has occurred. 

46.23 The SRSS Provider must supply written security reports to the Department in a form 
and at the times specified in Attachment A (Schedule of Services) or as otherwise 
Notified by the Department, including the following information: 

46.23.1 all Security Incidents, including steps taken by the SRSS Provider to 
address these; 

46.23.2 perceived security problems; 

46.23.3 where appropriate, recommendations for security improvements; 

46.23.4 proposed and actual changes of Personnel; and 

46.23.5 any other information which the Department reasonably requires. 

Training 

46.24 The SRSS Provider must, upon request by the Department, ensure that its Personnel 
undertake the training specified in Attachment A (Schedule of Services) or as 
Notified by the Department. 

SECTION H - RISKS 

47. DELAY AND EXCUSABLE EVENTS 

Notification of delays 

47.1 The SRSS Provider must, on becoming aware that it will be unable to meet an 
Obligation in relation to delivery of the Services or Deliverables, or any other 
Obligation under the Contract (including compliance with Performance Measures), 
promptly Notify the Department and provide details of the cause of the anticipated 
delay or failure and of the SRSS Provider's proposal for managing and minimising the 
delay or failure. 

Extension of time 

47.2 Without limiting the Parties' Obligations to minimise and manage risk in accordance 
with the Contract, if the SRSS Provider is delayed in the provision of the Services or 
Deliverables and the event giving rise to the delay is an Excusable Event, the SRSS 
Provider may request an extension of time for the provision of the Services or 
Deliverables for the period the SRSS Provider was delayed or prevented from 
providing those Services or Deliverables in accordance with the variation procedures 
in clause 60 if required. 

47.3 If the Department grants any extension of time (which it may do in its sole 
discretion), the Parties may vary the Contract in accordance with the variation 
procedures in clause 60 if required. 
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Effect of Excusable Event on Performance Measures 

47.4 An Excusable Event will be taken into account in measuring the SRSS Provider's 
performance against the Performance Measures specified in Attachment A (Schedule 
of Services) only to the extent it affects any applicable Performance Measures. 

47.5 The SRSS Provider must obtain the Department's approval in writing of a claim that 
circumstances preventing achievement of a Performance Measure(s) is an Excusable 
Event, and must provide Notice of the details of the relevant Excusable Event before 
the Excusable Event may be:  

47.5.1 taken into account in calculating the SRSS Provider's performance 
against a Performance Measure or calculating a Contract Rebate; or  

47.5.2 incorporated by the SRSS Provider into the reporting of the SRSS 
Provider's performance against a Performance Measure. 

47.6 Subject to the Department giving written approval of a claim for relief, if the SRSS 
Provider believes an Excusable Event has prevented (or is preventing) it from 
achieving a Performance Measure(s), the Department may:  

47.6.1 grant an extension of the permissible time for complying with the 
Performance Measure(s) by the length of the period of prevention 
directly caused by the Excusable Event; or  

47.6.2 if the prevention is ongoing, waive the requirement to comply with that 
Performance Services for the period of the prevention or grant such other 
relief as may be appropriate in the circumstances.  

Excusable Events 

47.7 For the purposes of this clause 47 and subject to clause 47.8, an Excusable Event is: 

47.7.1 a fire, flood, earthquake, elements of nature or act of God;  

47.7.2 a riot, civil disorder, rebellion or revolution;  

47.7.3 an Australian Government delay in passing any appropriation bills; and 

47.7.4 any of the following events:  

(a) wilfully wrong or unlawful conduct of the Department or 
Department Personnel; or 

(b) a failure caused by action of any Department Personnel, except if 
the Department Personnel are acting in accordance with the 
SRSS Provider's direction and provided that the SRSS Provider 
has exercised all reasonable care in the provision of the Services 
in accordance with this Contact and would not have identified or 
been able to mitigate or correct that failure. 

47.8 An event specified in clause 47.7 will only be an Excusable Event if, and to the 
extent, it:  
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47.8.1 is beyond the SRSS Provider's reasonable control (including being 
beyond the reasonable control of the subcontractors of or suppliers to the 
SRSS Provider);  

47.8.2 could not have reasonably been contemplated by the SRSS Provider; or  

47.8.3 is caused by the Department and provided that the SRSS Provider has 
exercised all reasonable care in the provision of the Services in 
accordance with this Contact and would not have identified or been able 
to mitigate or correct that failure. 

48. CONFLICT OF INTEREST 

48.1 In this clause 48: 

Conflict means any matter, circumstance, interest, or activity affecting the SRSS 
Provider (including its Personnel) which may or may appear to impair the ability of 
the SRSS Provider to provide the Services to the Department diligently and 
independently. 

48.2 The SRSS Provider warrants that, to the best of its knowledge after making diligent 
inquiry, at the Commencement Date no Conflict that has not been disclosed to the 
Department exists or is likely to arise in the performance of its Obligations under this 
Contract by itself or by any of its Personnel.  

48.3 The SRSS Provider must not, and must ensure that its Personnel do not, engage in 
any activity that is likely to give rise to a Conflict. 

48.4 If a Conflict arises, or appears likely to arise, during the Term the SRSS Provider 
must: 

48.4.1 Notify the Department immediately; 

48.4.2 make full disclosure of all relevant information relating to the Conflict; 
and 

48.4.3 take such steps as the Department may reasonably require to resolve or 
otherwise deal with the Conflict. 

48.5 If the SRSS Provider is unable or unwilling to resolve or deal with a Conflict to the 
satisfaction of the Department, the Department may terminate this Contract in 
accordance with clause 62. 

49. RISK MANAGEMENT AND BUSINESS CONTINUITY  

49.1 The SRSS Provider must, in relation to the performance of the Services:  

49.1.1 implement appropriate risk management strategies; 

49.1.2 act in accordance with generally recognised best practice risk 
management standards in its industry;  

49.1.3 maintain regular backup copies of all software and databases used in 
provision of the Services; 
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49.1.4 protect against the introduction of any computer virus or malicious code 
and against effects of any such virus or malicious code; 

49.1.5 maintain and upgrade the business continuity plan and disaster recovery 
procedures and plans and provide these plans to the Department upon 
request; and  

49.1.6 maintain an appropriate risk register and risk treatment schedule. 

49.2 The SRSS Provider must comply with any additional risk management measures 
specified in Attachment A (Schedule of Services) and Attachment F (Additional Risk 
Management Measures), including any: 

49.2.1 requirement to prepare and/or comply with a risk management plan or 
business continuity plan; and 

49.2.2 any provisions giving the Commonwealth rights necessary to ensure 
continued provision of the Services in the event of default or likely 
default (known as 'step-in rights'). 

49.3 The SRSS Provider must comply with, and must ensure that all Subcontractors 
comply with, the SRSS Provider’s risk management strategies and plans in the 
performance of the Services, including any additional requirements under 
Attachment A (Schedule of Services) and Attachment F (Additional Risk 
Management Measures). 

50. WARRANTIES 

Application of general warranties 

50.1 The general warranties provided under this clause 50: 

50.1.1 will survive the termination or expiry of this Contract; and 

50.1.2 are in addition to, do not limit and are not limited by any other warranties 
provided by the SRSS Provider under this Contract. 

SRSS Provider has informed itself 

50.2 The SRSS Provider warrants, represents and undertakes that: 

50.2.1 it has and will be deemed to have done everything possible to inform 
itself fully and completely as to: 

(a) the requirements in this Contract; 

(b) the Law and the conditions, risks, contingencies and all other 
factors which may affect the timing, scope, cost or effectiveness 
of performing this Contract; and 

(c) all things necessary for delivery and management of this Contract 
and the performance of the SRSS Provider's Obligations under 
this Contract; 
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50.2.2 it enters into this Contract based on its own investigations, 
interpretations, deductions, information and determinations; and 

50.2.3 it does not rely on any representation, warranty, condition or other 
conduct, information, statement or document which may have been made 
by the Department or any person purporting to act on behalf of the 
Department in entering into this Contract, other than an express warranty 
contained in this Contract. 

SRSS Provider's right to grant licences 

50.3 The SRSS Provider warrants, represents and undertakes that it has: 

50.3.1 the right to grant all licences granted pursuant to this Contract; 

50.3.2 will have at the time it provides accommodation to an SRSS Recipient, 
all necessary rights, title and interests in that accommodation to provide 
the SRSS Recipient with quiet enjoyment of the accommodation; and 

50.3.3 the right or consent of all relevant owners or licensors of all relevant third 
Party rights needed for the provision of the Services. 

SRSS Provider's right to enter this Contract 

50.4 The SRSS Provider warrants and represents that: 

50.4.1 it has the right to enter into this Contract; 

50.4.2 it has: 

(a) full corporate power and authority; and 

(b) all rights, title, licences, interests and property necessary, 

to lawfully enter into, perform and observe its Obligations under this 
Contract; 

50.4.3 the execution, delivery and performance of this Contract has been duly 
and validly authorised by all necessary corporate action; and 

50.4.4 the SRSS Provider's signing, delivery and performance of this Contract 
does not constitute: 

(a) a violation of any judgment, order or decree; 

(b) a material default under any agreement which relates in any way 
to the provision of the Services; or 

(c) an event that would, with notice or lapse of time, constitute such 
a default. 
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SRSS Provider skill and quality 

50.5 The SRSS Provider represents and warrants that it has, and its Personnel have, and 
they will both continue to have and to use, the skills, qualifications and experience to 
perform the Services in a skilful, diligent, responsive, professional, efficient and 
controlled manner, with a high degree of quality and to a standard that complies with 
this Contract and meets the Department's requirements in full. 

SRSS Provider's disclosure of proceedings and matters 

50.6 The SRSS Provider warrants, represents and undertakes that it has disclosed in 
writing prior to the Commencement Date any matter that may affect the SRSS 
Provider's reputation or capability or ability to perform and fulfil its Obligations 
under this Contract, including: 

50.6.1 any relevant litigation, arbitration, mediation, conciliation, proceeding or 
investigation that is taking place, pending or threatened (either in 
Australia or overseas); and 

50.6.2 any relevant matters relating to the commercial, technical or financial 
capacity of the SRSS Provider or of any Subcontractor proposed to be 
engaged in respect of this Contract. 

SRSS Provider's compliance with Australian Government Policy 

50.7 The SRSS Provider warrants, represents and undertakes that: 

50.7.1 it is not named by the Workplace Gender Equality Agency as an 
employer that is currently not complying with the Workplace Gender 

Equality Act 2012 (Cth); 

50.7.2 it has not had a judicial decision against it (not including decisions under 
appeal) relating to employee entitlements in respect of which it has not 
paid the judgment account; and 

50.7.3 it is not named, and none of its Personnel are named, on the list of 
persons designated as terrorists for the purposes of the Charter of the 

United Nations (Dealing with Assets) Regulations 2008 (Cth). 

Third party warranties 

50.8 If the SRSS Provider supplies any items that have been procured from a third party, 
or that incorporate or rely on goods or services that have been procured from a third 
party, the SRSS Provider assigns to the Department, to the extent permitted by Law, 
the benefits of any warranties given by the third party.  This assignment does not in 
any way relieve the SRSS Provider of the Obligation to comply with warranties 
offered directly by the SRSS Provider under this Contract. 

Department's right to enter this Contract 

50.9 The Department warrants that it has the right and authority to enter into this Contract. 
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51. INDEMNITY 

51.1 The SRSS Provider must at all times indemnify the Department and its Personnel and 
any SRSS Recipient (those indemnified) from and against any: 

51.1.1 Loss or Liability incurred;  

51.1.2 Loss of or damage to property of those indemnified or any other person;  

51.1.3 Loss incurred in dealing with any claim against those indemnified 
including legal costs and expenses on a solicitor/own client basis and the 
cost of time spent, resources used or disbursements paid by the 
Department; or 

51.1.4 Loss arising out of, or as a consequence of, the personal injury or death 
of any person, 

arising from: 

51.1.5 any act or omission by the SRSS Provider or its Personnel in connection 
with this Contract; 

51.1.6 any breach by the SRSS Provider of its Obligations or warranties under 
this Contract; 

51.1.7 any incorrect or incomplete provision of data or information whether by 
input into the Department's IT systems or otherwise;  

51.1.8 any unauthorised use or disclosure by the SRSS Provider, its Personnel, 
or Subcontractors of Personal Information held or controlled in 
connection with this Contract; or 

51.1.9 the use by those indemnified of the Contract Material or Auxiliary 
Material provided by the SRSS Provider (including in respect of any 
infringement of Intellectual Property Rights in that Material), 

irrespective of whether there was fault on the part of the person whose conduct gave 
rise to that Liability or Loss. 

51.2 The SRSS Provider’s Liability to indemnify the Department under clause 51.1 will be 
reduced proportionately to the extent that any breach of this Contract by the 
Department or any act or omission involving fault on the part of the Department 
contributed to the relevant Liability or Loss. 

51.3 The right to be indemnified under clause 51.1 is in addition to, and not exclusive of, 
any other right, power or remedy provided by Law. 

51.4 This clause 51 will survive seven years from the expiration or termination of this 
Contract. 

Rights held on trust 

51.5 Where an indemnity in this clause 51 provides a benefit to a person who is not a Party 
to the Contract (including SRSS Recipients), that benefit will be held on trust for that 
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person by the Department through whom those rights are obtained and that benefit 
may be exercised by the person as beneficiary under the trust or on their behalf by the 
Department as trustee. 

52. LIABILITY 

Limitation 

52.1 The liability of each Party arising out of or in connection with this Contract 
(including any indemnity) is, subject to clause 52.2, limited to the amount specified in 
Item 11 of the Contract Details. 

52.2 Unless specified otherwise in Item 11 of the Contract Details, any limit on the 
liability of each Party under clause 52.1 does not apply in relation to liability relating 
to: 

52.2.1 personal injury (including sickness and death); 

52.2.2 loss of, or damage to, tangible property; 

52.2.3 any infringement of Intellectual Property Rights; 

52.2.4 a breach of any Obligation of confidentiality, security matter or privacy; 
or 

52.2.5 any breach of any Law or any wilfully wrong act or omission, including, 
in the case of the SRSS Provider, any act or omission that constitutes 
repudiation of this Contract. 

52.3 Unless specified otherwise in Item 11 of the Contract Details, the limitation of 
liability in clause 52.1 applies in respect of each single occurrence or a series of 
related occurrences arising from a single cause. 

Review of limitation 

52.4 The Parties acknowledge that the limitation of liability specified in Item 11 of the 
Contract Details may be subject to review in the event that this Contract is varied or 
extended. 

52.5 Without limiting the Department's rights under clause 4.2, for the avoidance of doubt, 
a Party may require a review of the limitation of liability specified in Item 11 of the 
Contract Details as a condition of its acceptance to a variation request under 
clause 60, but only for the purpose of achieving a proportionate adjustment to reflect 
any alteration to that Party's risk exposure arising out of that variation. 

Contribution 

52.6 The liability of a Party (Party A) for any Losses incurred by another Party (Party B) 
will be reduced proportionately to the extent that: 

52.6.1 any negligent act or omission of Party B (or of its Subcontractors or 
Personnel); or 
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52.6.2 any failure by Party B to comply with its Obligations and responsibilities 
under this Contract, 

contributed to those Losses, regardless of whether legal proceedings are brought by 
Party A for negligence or breach of this Contract. 

53. GUARANTEES 

Performance Guarantee 

53.1 Not Used  

Financial Undertaking 

53.2 Not Used  

54. NOVATION AND CONTRACTING RIGHTS FOR SUBCONTRACTORS 

54.1 The Department may, at any time, Notify the SRSS Provider that some or all 
Subcontractors must: 

54.1.1 enter into a direct contractual relationship with the Department; or  

54.1.2 novate the Subcontract to the Department for the scope of the Services 
provided by the Subcontractor as nominated by the Department. 

54.2 Upon receiving a Notice in accordance with clause 54.1.2, the SRSS Provider must, 
at no additional cost to the Department, promptly arrange for the agreements with the 
Subcontractor(s) identified in the Notice to be novated or assigned to the Department 
(as determined by the Department) using the deed of novation or assignment set out 
in Attachment J (Subcontractor Novation Deed).  

54.3 Without limiting the SRSS Provider's Obligations to co-ordinate and manage Other 
Providers, upon completion of any novation of a Subcontract, the SRSS Provider 
must continue to provide the Services not affected by the novation of the 
Subcontracts(s) in accordance with this Contract.  

54.4 The SRSS Provider must ensure that its contractual arrangements with Subcontractors 
incorporate pre-agreed provisions for novation or assignment of those arrangements 
that are consistent with this Contract and from the SRSS Provider to the Department, 
at no additional cost to the Department. 

54.5 This clause 54 applies equally to any leases entered by the SRSS Provider for the 
purposes of the Services and the SRSS Provider must ensure that it has, or is able to, 
obtain all necessary consents to permit any lease to be transferred to the Department 
or its nominee and otherwise perform all required transactions (and meet all 
applicable costs) to effect or permit this occur.  
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55. INSURANCE 

Obligation to maintain insurance 

55.1 In connection with the provision of the Services, the SRSS Provider must have and 
maintain for the Term, valid and enforceable insurance policies of the types for the 
amounts set out in Item 14 of the Contract Details.  

55.2 The insurance policies referred to in clause 55.1 must be maintained for the Term 
unless specified otherwise in Item 14 of the Contract Details.  

Certificates of currency 

55.3 The SRSS Provider must: 

55.3.1 upon request by the Department; and 

55.3.2 promptly after each required insurance policy is renewed, 

provide proof that it has insurance required under this clause 55 to the Department.  

56. STEP-IN RIGHTS 

56.1 Without prejudice to any other right or remedy which the Department may have 
under the Contract, at common law or under any Law, if a Trigger Event occurs the 
Department may, at its option, give a Notice (Step-In Notice) to the SRSS Provider. 

56.2 A Trigger Event occurs if: 

56.2.1 any default or non-performance by the SRSS Provider under this 
Contract occurs which substantially prevents, hinders, degrades or delays 
the performance of any critical function of the Department or the SRSS 
Programme for more than 48 consecutive hours; 

56.2.2 any default or non-performance by the SRSS Provider under this 
Contract occurs which causes a delay in meeting a milestone that is, in 
the Department's reasonable opinion, a critical milestone; 

56.2.3 in the Department's reasonable opinion there has been: 

(a) substantial non-performance by the SRSS Provider of its 
Obligations under this Contract including delay;  

(b) gross mismanagement by the SRSS Provider or other event 
which gives rise to a material risk of a disruption to the provision 
of the Services under the Contract and the SRSS Provider does 
not commence to remedy the relevant event within 24 hours of 
being given Notice by the Department requiring the SRSS 
Provider to remedy the relevant event or fails to remedy the 
relevant event within twenty (20) Business Days (or such longer 
period as agreed by the Department) after being given that 
Notice; or 

64

Document 1



65 

 

(c) the SRSS Provider seeks to terminate this Contract other than in 
accordance with its legal rights under the Contract or at Law, or 
otherwise repudiates or abandons the Contract. 

Upon giving Step-In Notice 

56.3 Upon giving a Step-In Notice to the SRSS Provider: 

56.3.1 the Department or its nominee may take control of that part or the whole 
of the provision of the Services in question as is necessary to exercise the 
step-in rights under this clause and to remedy the Trigger Event; 

56.3.2 the Department may obtain similar services elsewhere or make any other 
arrangements considered necessary by the Department; and 

56.3.3 the SRSS Provider must provide all reasonable assistance to the 
Department or its nominee wherever and however reasonably possible to 
ensure that the Department is able to take the steps permitted under this 
clause, including: 

(a) the grant of royalty-free licences to the Department to: 

(i) access the relevant part of the SRSS Provider's 
facilities and use the SRSS Provider's equipment, 
furnishings and fittings; and 

(ii) use any documentation and software, including 
Intellectual Property Rights in that documentation 
and software, or other Material or intellectual 
property in respect of which the SRSS Provider has 
the necessary ownership or usage rights, needed for 
the exercise of the Department's rights under this 
clause; 

(b) providing the Department or its nominee with access to, and the 
use of, relevant Personnel of the SRSS Provider for no additional 
Charges; and 

(c) ensuring that the Department or its nominee is able to assist the 
SRSS Provider to continue to meet the SRSS Provider's ongoing 
Contractual or other Obligations (other than Obligations arising 
under this Contract) that relate to the SRSS Provider's activities 
affected by the Step-In Notice, without any liability accruing to 
the Department or its nominee in respect of those Obligations 
(but without limitation to this clause). 

56.4 Upon the Department or its nominee exercising any of its rights under this clause, the 
SRSS Provider's Obligations under the Contract to provide the Services being provided 
by the Department, or in respect of which the Department is exercising its rights under 
this clause, are suspended to the extent and for such period as is necessary to permit the 
Department to exercise those rights. 
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Cost of exercising Step-In Rights 

56.5 If the Department exercises its rights under this clause, the Department will be entitled 
to retain from the Charges an amount equal to its or its nominee's reasonable costs and 
any necessary capital expenditure (Reasonable Costs) required in exercising those 
rights and, where appropriate, providing the relevant part of the Services. 

56.6 If the Reasonable Costs calculated in accordance with clause 56.5 exceed the Charges, 
the Department or its nominee may recover from the SRSS Provider the difference 
between the Reasonable Costs and the Charges that would otherwise have been payable 
to the SRSS Provider for those Services. 

56.7 The Charges payable by the Department to the SRSS Provider during the period in 
which the Department exercises its rights under this clause will be the amount payable 
under the Contract, after taking into account any rights the Department may have to set 
off, retain or recover the Charges in the Contract, including the Reasonable Costs. 

Cessation of Step-In Rights 

56.8 The Department must cease to exercise its rights under this clause if: 

56.8.1 the Trigger Event is satisfactorily remedied or resolved; and 

56.8.2 the Department is reasonably satisfied that there is no longer a material 
risk to the performance of this Contract. 

Termination by the Department 

56.9 If the event giving rise to the Trigger Event has not been remedied or resolved within a 
period of 40 Business Days from the date that the Step-In Notice was given, or such 
later date for remedy or resolution agreed to by the Department and the SRSS Provider, 
the Department may terminate the Contract in accordance with this clause. 

56.10 If the Contract is terminated in the circumstances referred to in clause 56.9, the SRSS 
Provider is not entitled to any termination compensation or payment whatsoever, 
including any payment in relation to the remaining period of this Contract. 

Other matters 

56.11 No action of the Department or its nominee under this clause limits or otherwise affects 
the SRSS Provider's liability to the Department with respect to any default or non-
performance by, or other liability of, the SRSS Provider under the Contract. 

56.12 The SRSS Provider's liability under this clause will be reduced proportionately to the 
extent that any tortious (including negligent), unlawful act or omission or wilful 
misconduct of the Department or its nominee caused or contributed to the Loss. 

SECTION I - ACCESS AND AUDIT 

57. BOOKS AND RECORDS 

57.1 The SRSS Provider must at all times, and must ensure its Subcontractors, maintain 
full, true, accurate and up-to-date accounts and records relating to this Contract (and 
keep all receipts and other evidence of expenses).  Such accounts and records must: 
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57.1.1 include appropriate audit trails for transactions performed; 

57.1.2 record all receipts and expenses in relation to the performance of the 
Services; 

57.1.3 record all other matters on which the SRSS Provider is required to report 
by this Contract; 

57.1.4 be kept in a manner that permits them to be conveniently and properly 
audited, and enables the Contract Charges and any other amounts payable 
to be determined; 

57.1.5 comply with any applicable Australian Accounting Standards; and 

57.1.6 be made available to the Department (including by Subcontractors) as 
required for monitoring and reviewing the performance of the SRSS 
Provider's Obligations under this Contract, including being available for 
audit and access in accordance with clauses 58 and 59 (and such 
information may be requested to be provided to substantiate any invoice 
submitted by the SRSS Provider). 

57.2 The SRSS Provider must securely retain, and require its Subcontractors to securely 
retain, for a period of seven years after termination or expiration of this Contract, all 
accounts and records referred to in clause 57.1. 

57.3 The SRSS Provider must comply with any reasonable directions from the Department 
with respect to any applicable Commonwealth, State or Territory Laws relating to 
archival requirements. 

57.4 The SRSS Provider must bear its own costs of complying with this clause 57. 

57.5 If the SRSS Provider has custody, control or possession of Commonwealth records, 
the SRSS Provider must comply with the Archives Act 1983 (Cth) to the extent 
applicable to those records. 

57.6 This clause 57 applies for the Term and for a period of seven (7) years from the 
termination or expiry of this Contract. 

58. ACCESS TO PREMISES AND AUDITS 

58.1 The SRSS Provider must allow: 

58.1.1 the Departmental Representative(s); 

58.1.2 the Australian National Audit Office (including the Auditor-General or 
his or her delegate); 

58.1.3 the Privacy Commissioner or his or her delegate; 

58.1.4 the Australian Information Commissioner or his or her delegate; 

58.1.5 the Commonwealth Ombudsman or his or her delegate; and 

58.1.6 other persons authorised by the Departmental Representative(s), 
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(each an Authorised Investigator) to access the SRSS Provider’s premises at all 
reasonable times and to inspect and copy all relevant documentation and records, 
however stored, in the SRSS Provider’s possession or control as set out in this 
clause 58, for purposes associated with the Contract or any review of performance 
under the Contract including: 

58.1.7 the SRSS Provider's operational practices and procedures as they relate to 
this Contract, including security procedures and financial management 
practices (including management of any public money); 

58.1.8 the accuracy of the SRSS Provider's invoices, receipts and reports in 
relation to the provision of the Services under this Contract; 

58.1.9 the SRSS Provider's compliance with its confidentiality, privacy 
Obligations and security Obligations under this Contract; 

58.1.10 material (including books and records) in the possession of the SRSS 
Provider relevant to the Services or Contract; and  

58.1.11 any other matters determined by the Authorised Investigator to be 
relevant to the this Contract. 

58.2 The SRSS Provider must provide full and accurate answers to any questions 
regarding records or information related to this Contract. 

58.3 The rights referred to in clause 58.1 are subject to: 

58.3.1 the provision of reasonable prior Notice to the SRSS Provider; 

58.3.2 compliance with the SRSS Provider’s reasonable security procedures; 

58.3.3 each Party bearing its own cost arising out of or in connection with any 
access or inspection; and 

58.3.4 if appropriate, execution of a deed of confidentiality relating to non-
disclosure of the SRSS Provider’s Confidential Information. 

Access by the Authorised Investigator  

58.4 The Authorised Investigator may: 

58.4.1 access the premises of the SRSS Provider to the extent relevant to the 
performance of this Contract; 

58.4.2 require the provision by the SRSS Provider and its Personnel, of records 
and information in a data format and storage medium accessible by the 
Authorised Investigator by use of the Authorised Investigator's existing 
computer hardware and software;  

58.4.3 inspect and copy documentation, books and records, however stored, in 
the custody or under control of the SRSS Provider or its Personnel; and 

58.4.4 require assistance in respect of any inquiry into or concerning the 
Services or this Contract.  For these purposes an inquiry includes any 
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administrative or statutory review, audit or inquiry (whether within or 
external to the Department), any request for information directed to the 
Authorised Investigator, and any inquiry conducted by Parliament or any 
Parliamentary committee. 

58.5 The SRSS Provider must provide access to the SRSS Provider's computer hardware and 
software to the extent necessary for the Authorised Investigator to exercise its rights 
under this clause 58, and provide the Authorised Investigator with any reasonable 
assistance requested by the Authorised Investigator to use that hardware and software. 

Conduct of audit and access 

58.6 The Authorised Investigator must use reasonable endeavours to ensure that: 

58.6.1 audits performed pursuant to clause 58; and 

58.6.2 the exercise of the general rights granted by this clause 58 by the 
Authorised Investigator, 

do not unreasonably delay or disrupt in any material respect the SRSS Provider's 
performance of its Obligations under this Contract. 

Independent Financial Audits 

58.7 The SRSS Provider must provide to the Department, by 30 October each year of the 
Term: 

58.7.1 a financial report covering the previous financial year; 

58.7.2 a written statement signed by an authorised officer of the SRSS Provider 
that the terms and conditions of the Contract have been complied with; 
and 

58.7.3 a written statement signed by an independent auditor certifying that the 
financial reports required are based on proper accounts and those records 
are in agreement with those accounts and records. 

No reduction in responsibility 

58.8 The requirement for, and participation in, audits does not in any way reduce the SRSS 
Provider's responsibility to perform its Obligations in accordance with this Contract. 

No restriction 

58.9 Nothing in this Contract reduces, limits or restricts in any way any function, power, 
right or entitlement of the: 

58.9.1 Australian National Audit Office (including the Auditor -General or his 
or her delegate); 

58.9.2 Privacy Commissioner or his or her delegate; 

58.9.3 Australian Information Commissioner or his or her delegate; or 
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58.9.4 Commonwealth Ombudsman or his or her delegate or a delegate, 

and the rights of the Department under this Contract are in addition to any other power, 
right or entitlement of those entities. 

Costs 

58.10 Except as set out in clause 58.11, each Party must bear its own costs of any reviews 
and/or audits. 

58.11 If the SRSS Provider is able to substantiate that it has incurred direct expenses in the 
Department's exercise of the rights granted under this clause 58 which, having regard to 
the value of this Contract, are substantial, the Department and the SRSS Provider may 
negotiate an appropriate reimbursement.  Any reimbursement must not be greater than 
the direct expenses incurred and must be substantiated. 

58.12 The SRSS Provider must ensure that any Subcontract contains an equivalent clause 
granting the rights specified in this clause 58. 

58.13 This clause 58 applies for the Term and for a period of seven years from the date of 
expiration or termination of the Contract. 

59. ADDITIONAL ACCESS TO DOCUMENTS 

59.1 This clause 59 applies and the SRSS Provider acknowledges that this Contract is a 
Commonwealth Contract. 

59.2 If the Department receives a request for access to a document created by, or in the 
possession of, the SRSS Provider or any Subcontractor that relates to the performance 
of this Contract (but not to the entry into this Contract), the Department may at any 
time by giving Notice require the SRSS Provider to provide the document to the 
Department and the SRSS Provider must, at no additional cost to the Department, 
promptly comply with the Notice but in any event no later than 14 days from the date 
of receipt of the Department’s request. 

59.3 The SRSS Provider must include in any Subcontract provision that will enable the 
SRSS Provider to comply with its Obligations under this clause 59. 

59.4 This clause 59 survives the expiration or termination of this Contract. 

SECTION J - CHANGES TO THE CONTRACT, DISPUTES AND TERMINATION 

60. VARIATION OF THIS AGREEMENT 

60.1 No variation of this Contract will be of any force or effect unless it is in writing and 
signed by the Parties. 

60.2 Unless a provision of this Contract expressly provides otherwise, the Parties must 
follow the processes in Attachment D (Contract Change Process) if either Party 
wishes to vary the Contract. 

60.3 Any changes to the Contract Charges and Expenses associated with a variation of this 
Contract must: 
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60.3.1 not exceed any reasonable additional cost; and 

60.3.2 take fully into account any reduction in cost. 

60.4 No proposed changes to any Contract Charges or Expenses are payable by the 
Department until those Contract Charges and Expenses have been agreed in 
accordance with this Contract. 

60.5 Any variation to this Contract takes effect from the date on which the Parties execute 
the necessary document to implement that change unless another date for 
commencement of the variation is specified in that document.   

61. DISPUTE RESOLUTION 

61.1 The Parties agree that any dispute arising during the course of this Contract will be 
dealt with as follows: 

61.1.1 the Party claiming that there is a dispute will send to the other a Notice 
setting out the nature of the dispute; 

61.1.2 the Parties must try to resolve the dispute by direct negotiation, including 
by referring the matter to persons who may have authority to intervene 
and direct some form of resolution; 

61.1.3 the Parties must act in good faith to genuinely attempt to resolve the 
dispute in all stages of the dispute resolution process; 

61.1.4 the Parties have ten Business Days from the sending of the Notice (or 
such other time as is agreed by the Parties) to: 

(a) reach a resolution; or 

(b) to agree that the dispute will be submitted to mediation or some 
other form of alternative dispute resolution procedure (and if the 
Parties cannot agree to a mediation or some other form of 
alternative dispute resolution procedure within  a further ten 
Business Days from the sending of the Notice (or such other time 
as is agreed by the Parties), the Parties must request the 
chairperson of LEADR or the chairperson's nominee to appoint a 
mediator); and 

61.1.5 either Party may commence legal proceedings if: 

(a) there is no resolution or agreement; or 

(b) there is a submission to mediation or some other form of 
alternative dispute resolution procedure, but there is no resolution 
within fifteen (15) Business Days of the submission (or such 
extended time as the Parties may agree in writing before the 
expiration of the fifteen (15) Business Days). 

61.2 Despite the existence of a dispute, the SRSS Provider must continue to perform the 
Services unless Notified otherwise by the Department. 
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Role of mediator and Obligations of parties 

61.3 The role of any person appointed to conduct any form of alternative dispute 
resolution procedure will be to assist in negotiating a resolution of the dispute. That 
person may not make a decision which is binding on a Party to the dispute unless the 
Party agrees in writing. 

Confidentiality 

61.4 Any information or Documentation disclosed by a party under this clause 61: 

61.4.1 must be kept confidential (subject to this Contract); and 

61.4.2 may only be used to attempt to resolve the dispute unless otherwise 
agreed by the Parties. 

Costs 

61.5 Each Party to a dispute must pay its own costs of complying with this clause 61. The 
Parties to the dispute must equally pay the costs of any dispute resolution procedure 
unless otherwise agreed. 

Termination of process 

61.6 A party to a dispute may terminate the dispute resolution process by giving Notice to 
each other Party after it has complied with this clause 61. 

Breach of this clause 

61.7 If a party to a dispute breaches clauses 61.1 to 61.8, the other Party does not have to 
comply with those clauses in relation to the Dispute. 

When clause does not apply 

61.8 Clause 61.1 does not apply to: 

61.8.1 action by either Party under or purportedly under clause 62; 

61.8.2 action by the Department under or purportedly under clauses 32.3, 32.5 
or 63; or 

61.8.3 either Party commencing legal proceedings for urgent interlocutory relief. 

Survival 

61.9 This clause 61 survives termination of this Contract. 

62. TERMINATION FOR DEFAULT 

62.1 If the SRSS Provider fails to perform any Obligation under this Contract, the 
Department may (without limitation to any other remedy available at Law): 

62.1.1 if it considers that the failure is not capable of remedy – terminate this 
Contract immediately by Notice; or 

72

Document 1



73 

 

62.1.2 if it considers that the failure is capable of remedy – give Notice 
requiring that the failure to be remedied within the time specified in the 
Notice and, if the failure is not remedied within that time, terminate this 
Contract immediately by giving a second Notice. 

62.2 The Department may also, by Notice, terminate this Contract immediately (but 
without prejudice to any prior right of action or remedy which either Party has or may 
have) if the SRSS Provider suffers an Insolvency Event. 

62.3 The SRSS Provider must Notify the Department immediately if: 

62.3.1 the SRSS Provider being a corporation, there is any change in the direct 
or indirect beneficial ownership or control of the SRSS Provider which 
may have an adverse effect on the ability of the SRSS Provider to 
perform its Obligations under this Contract; 

62.3.2 the SRSS Provider disposes of the whole or any part of its assets, 
operations or business other than in the ordinary course of business; 

62.3.3 the SRSS Provider ceases to carry on business; 

62.3.4 the SRSS Provider ceases to be able to pay its debts as they become due;  

62.3.5 the SRSS Provider being a company enters into liquidation or has a 
controller or managing controller or liquidator or administrator 
appointed; or 

62.3.6 where the SRSS Provider is a partnership, any step is taken to dissolve 
that partnership. 

63. TERMINATION FOR CONVENIENCE 

63.1 The Department may, at any time by Notice, terminate this Contract or reduce the 
scope of the Services immediately, for any reason (including if there is a reduction in 
demand for the Services or number of SRSS Recipients). 

63.2 Upon receipt of a Notice of termination or reduction, the SRSS Provider agrees to: 

63.2.1 stop (or reduce) work as specified in the Notice; 

63.2.2 take all available steps to minimise loss resulting from that termination or 
reduction; and 

63.2.3 continue work on any part of the Services not affected by the Notice. 

63.3 If there has been a termination under clause 63.1, the Department will be liable only: 

63.3.1 to pay any Contract Charges or Expenses relating to those parts of the 
Services completed before the effective date of termination; and 

63.3.2 to reimburse any expenses reasonably and unavoidably incurred by the 
SRSS Provider and directly attributable to the termination or reduction 
where the SRSS Provider substantiates these amounts to the satisfaction 
of the Departmental Representative(s). 
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63.4 Clause 63.3.2 does not apply if the Notice of termination or reduction is at least three 
months. 

63.5 The Department is not liable to pay compensation under clause 63.3 in an amount 
which would, in addition to any amounts paid or due or becoming due to the SRSS 
Provider under this Contract, together exceed the Contract Charges. 

63.6 Where there has been a reduction in the scope of the Services, the Department’s 
liability to pay the Contract Charges or Expenses under this Contract will, unless 
there is agreement in writing to the contrary, abate in accordance with the reduction 
in the Services. 

63.7 The SRSS Provider will not be entitled to compensation for loss of prospective profits 
or any consequential or indirect Losses. 

SECTION K - GENERAL 

64. COMPLIANCE WITH LAWS AND POLICIES 

General 

64.1 The SRSS Provider must, in carrying out its Obligations under this Contract, comply 
with all relevant Laws of the Commonwealth or State or Territory or local authority 
in force from time to time. 

64.2 The SRSS Provider must, in carrying out its Obligations under this Contract, comply 
with applicable Commonwealth policies, guidelines or operational requirements if 
those policies, guidelines or operational requirements are specified in this Contract or 
Notified to the SRSS Provider from time to time as applicable to the Services 
(including any amendments to those policies, guidelines and operational 
requirements). 

64.3 Without limiting clauses 64.1 or 64.2, the SRSS Provider must comply with all 
provisions and requirements set out in Attachment G (Commonwealth Law and 
Policy Requirements). 

Offences under Crimes Act 1914 and Criminal Code 1995 

64.4 The SRSS Provider acknowledges and agrees that: 

64.4.1 any unauthorised access, alteration, removal, addition, possession, 
control, supply or impediment to the access, reliability, security or 
operation of data held in any computer (or, in some cases, any storage 
device) in the course of performing the Services may be an offence under 
Part 10.7 of the Criminal Code 1995 (Cth) for which there are a range of 
penalties, including a maximum of ten years imprisonment;  

64.4.2 the giving of false and misleading information to the Department or its 
Personnel is a serious offence under Division 137 of the Criminal Code 

1995 (Cth); and 

64.4.3 the publication or communication of any fact or document by a person 
which has come to their knowledge or into their possession or custody by 
virtue of the performance of this Contract (other than to a person to 
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whom the SRSS Provider is authorised to publish or disclose the fact or 
document) may be an offence under sections 70 and 79 of the Crimes Act 

1914 (Cth), the maximum penalty for which is seven years imprisonment. 

65. NOTICES 

65.1 A Notice, request or other communication must be given in writing and dealt with as 
follows: 

65.1.1 if given by the SRSS Provider to the Department - addressed and 
forwarded to the Department, for the attention of the Departmental 
Representative(s) at the address indicated in Item 15 of the Contract 
Details or as otherwise Notified by the Departmental Representative(s). 

65.1.2 if given by the Department to the SRSS Provider - signed by the 
Departmental Representative(s) and forwarded to the SRSS Provider at 
the address indicated at Item 15 of the Contract Details or as otherwise 
Notified by the SRSS Provider Representative. 

65.2 Any such Notice, request or other communication must be delivered by hand or sent 
by pre-paid security post, facsimile or email, to the address of the Party to which it is 
sent. 

65.3 Any Notice, request or other communication will be deemed to be received: 

65.3.1 if delivered personally, on the date of delivery; 

65.3.2 if sent by pre-paid security post, on the day that the acknowledgment of 
delivery is completed by the recipient;  

65.3.3 if sent by facsimile: 

(a) before 4:00pm on any Business Day, on the following Business 
Day; or 

(b) after 4:00pm on any Business Day, on the second Business Day 
following the day of dispatch, 

provided that the sender receives an "OK" code in respect of the 
transmission and is not Notified by the recipient by close of business of 
the next Business Day (or second Business Day as applicable) following 
the day of dispatch that the transmission was illegible; and 

65.3.4 if transmitted electronically before 4:00pm on any Business Day, on that 
Business Day, or if after 4:00pm, on the following Business Day, 
provided the Sender does not receive a transmission error report or 'out-
of-office' type notification. 

66. PROTECTION OF THE DEPARTMENT'S REPUTATION 

Logos and branding 

66.1 The SRSS Provider must not use the Department's logo without obtaining the 
Department's prior written approval. 
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66.2 If the Department approves the use of the Department's logo on a publication, the 
SRSS Provider must:  

66.2.1 comply with the Australian Government Branding Guidelines as 
amended from time to time (available at www.dpmc.gov.au); 

66.2.2 comply with any directions issued by the Department; 

66.2.3 ensure that the Department's logo has prominence over and above other 
images, including any logo for the SRSS Provider; and 

66.2.4 ensure that the Department's logo meets minimum size requirements and 
is not altered or distorted. 

Acknowledgement of Department support 

66.3 In this clause 66, 'Approved Branding Wording' means the wording identified in 
clause 66.4. 

66.4 The SRSS Provider may acknowledge the Department's involvement in the SRSS 
Programme by using the following wording: 

66.4.1 'Supported by the Australian Government Department of Immigration 
and Border Protection through the SRSS Programme.' 

66.4.2 'Funded by the Australian Government Department of Immigration and 
Border Protection through the SRSS Programme.' 

66.4.3 'Part-funded by the Australian Government Department of Immigration 
and Border Protection through the SRSS Programme.', 

or such other wording as may be Notified by the Department in writing to the SRSS 
Provider for the purpose of this clause 66.4. 

66.5 If the SRSS Provider proposes using wording that departs from the Approved 
Branding Wording, it must submit a written request and sample to the Department for 
approval prior to use. 

Public comment 

66.6 The SRSS Provider must not, and must ensure that its Personnel do not, make or 
permit any public announcement or communication in connection with: 

66.6.1 this Contract; 

66.6.2 any matter or transaction that this Contract deals with; or 

66.6.3 the Department, 

without obtaining prior approval from the Department, except as required to comply 
with the Law or the requirements of any regulatory body. 
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66.7 For the avoidance of doubt, no right or Obligation arising from this Contract is to be 
read or understood as limiting the SRSS Provider's rights to enter into public debate 
or criticism of the Australian Government, its agencies or its Personnel.  

Survival 

66.8 This clause 66 survives the expiration or termination of this Contract. 

67. ASSIGNMENT AND NOVATION 

67.1 The SRSS Provider must not assign, in whole or in part, its rights or Obligations 
under this Contract without the prior written approval of the Department. 

67.2 The SRSS Provider must not consult with any other person or body for the purposes 
of entering into an arrangement which will require novation of the Contract without 
first consulting the Department. 

68. RELATIONSHIP OF THE PARTIES 

68.1 The SRSS Provider must not represent itself, and must ensure that its Personnel and 
Subcontractors do not represent themselves, as being Personnel of the Department, or 
as otherwise able to bind or represent the Department. 

68.2 The SRSS Provider is not by virtue of this Contract or for any purpose Personnel of 
the Department, and does not have any power or authority to bind or represent the 
Department. 

69. WAIVER 

69.1 A waiver by either Party in respect of any breach of a condition or provision of this 
Contract will not be deemed to be a waiver in respect of any continuing or subsequent 
breach of that provision, or breach of any other provision. 

69.2 A single or partial exercise by a Party of any right or remedy it holds under this 
Contract or at Law does not prevent the Party from exercising the right again or to the 
extent it has not fully exercised the right. 

69.3 A waiver of any provision of or right under this Contract: 

69.3.1 must be in writing signed by the Party entitled to the benefit of that 
provision or right; and 

69.3.2 is effective only to the extent set out in any written waiver. 

70. GOVERNING LAW AND JURISDICTION 

70.1 This Contract is governed by the law specified in Item 16 of the Contract Details and 
each Party irrevocably and unconditionally submits to the non-exclusive jurisdiction 
of the courts of that jurisdiction. 

71. PROPORTIONATE LIABILITY EXCLUDED 

71.1 This clause 71 applies if the SRSS Provider comprises more than one entity. 
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71.2 To the maximum extent permitted by Law, the Department and the SRSS Provider 
each agree that the provisions of this Contract are express provisions for their rights, 
Obligations and liabilities with respect to matters to which a Proportionate Liability 
Law applies and, to the extent permitted by Law, this Contract's provisions exclude, 
modify and restrict the provisions of a Proportionate Liability Law to the extent of 
their inconsistency with such a Law. 

72. ENTIRE AGREEMENT 

72.1 This Contract records the entire agreement between the Parties in relation to its 
subject matter it deals with.  No Party can rely on an earlier agreement, or anything 
said or done by another Party or by a director, officer, agent or employee of that Party 
before the Effective Date.  Nothing in this clause excludes any liability for fraudulent 
misrepresentation. 

73. SEVERABILITY 

73.1 A term or part of a term of this Contract that is illegal or unenforceable may be severed 
from this Contract and the remaining terms or parts of the terms of this Contract 
continue in force. 

74. APPROVAL 

74.1 Where this Contract contemplates that the Department may agree, approve or consent 
to something then (unless a contrary intention appears): 

74.1.1 the agreement, approval or consent, must be in writing; 

74.1.2 the Department may agree, approve, consent, or not agree, approve or 
consent; and 

74.1.3 the Department may place conditions on its agreement, approval or 
consent and the SRSS Provider must comply with those conditions. 

75. JOINT AND SEVERAL 

75.1 If a Party to this Contract is made up of more than one person, then unless otherwise 
specified in this Contract: 

75.1.1 an Obligation of those persons is joint and several; and 

75.1.2 a right of those persons is held by each of them severally. 

75.2 Any agreement, representation, warranty or indemnity: 

75.2.1 by two or more Parties (including where two or more persons are 
included in the same defined term) binds them jointly and severally; and 

75.2.2 in favour of two or more Parties (including where two or more persons 
are included in the same defined term) is for the benefit of them jointly 
and severally. 
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76. COSTS 

76.1 Each Party must pay its own costs of negotiating, preparing and executing this 
Contract and any document related to this Contract. 

77. NO MERGER 

77.1 The rights and Obligations of the Parties under this Contract do not merge on 
completion of any transaction contemplated by this Contract. 

78. FURTHER ACTION 

78.1 Each Party must do, at its own expense, everything reasonably necessary (including 
executing documents) to give full effect to this Contract and any transaction 
contemplated by it. 

79. COUNTERPARTS 

79.1 The Contract may be executed in counterparts. All executed counterparts constitute 
one document. 
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EXEC TION 

SIGNED for and on behalf of the 
Commonwealth of Australia as represented by 
the Department oflmmigration and Border 
Protection (ABN 33 380 054 835) by its duly 
authorised delegate: 

1. 22(1)(al{iJ 

Signature of witness -------. s. 22(1 )(a)(i) 

J',;amc of witness (print) 

.?~.·-~.-.~½.· ........... .... . . 
Date 

SIGNED on behalf of Adult Multicultural 
Education Services (ABN 49 056 993 913) 
acting its authorised representative in the 

s. 41 (f{'" nfl· 

Signature of dcleg~ 

Name of delegate (print) 
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Position of delegate (print) 

i-'1. ktt ................ . 
Date l 
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Date 
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PART 1 - OVERVIEW 

1. PURPOSE OF THIS SCHEDULE OF SERVICES 

Overview 

1.1 The purpose of this Schedule of Services is to describe tasks, objectives, outcomes and 
requirements that must be met by the SRSS Provider to provide all Services in an integrated 
fashion in the Contract Region(s) for which the SRSS Provider has been selected. 

1.2 The SRSS Provider, when referring to the description of the Services in this Schedule of 
Services, must also refer to the Contract, the SRSS Policy Advice Manual, Operational 
Procedures Manual and other referenced documents, as applicable. 

General Requirements 

1.3 This Schedule of Services sets out the following: 

1.3.1 a description of the broad legislative framework which underpins the work of the 
Department; 

1.3.2 the objective of the SRSS Programme and the Department's goals, critical success 
factors and principles to guide the Services to be provided by the SRSS Provider; 

1.3.3 a description of SRSS Recipients, including the categories and eligibility of SRSS 
Recipients who the Department may refer to the SRSS Provider; 

1.3.4 the resources, skills and expertise that must be provided by the SRSS Provider in 
the delivery of the Services; and 

1.3.5 specific requirements for the Services (including Performance Measures) that 
must be achieved by the SRSS Provider. 

1.4 This Schedule of Services sets out the obligations that the SRSS Provider must meet in 
performing the Services.  The SRSS Operational Procedures Manual provides a detailed 
description of the required Services, including any process that must be followed.  Together 
they set the standards to which the Services must be performed and any limitations or 
restrictions that may apply to the Services. 

2. CONTRACT REGION 

2.1 The Contract Region covered by this Contract is set out in the Contract Details. 

3. BACKGROUND 

3.1 The Migration Act 1958 sets the broad structure and rules by which non-citizens can enter and 
stay in Australia.  It establishes a system of Visa classes, and conditions for the removal of 
persons from Australia.  Further details in relation to obligations under the Migration Act 
1958, such as the criteria an applicant must meet to be granted a Visa, and how applications 
for Visas must be made, are set out in the Migration Regulations 1994. 

3.2 The Immigration (Guardianship of Children) Act 1946 (IGOC Act), provides that the 
Minister for Immigration and Border Protection is the legal guardian of unaccompanied 
children in Australia who satisfy the criteria under section 4AAA of the IGOC Act.  The 
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IGOC Act allows the Minister to delegate some of his/her guardianship powers and functions 
under the Act to officers of the Commonwealth or State or Territory governments. The IGOC 
Act also allows the Minister to select and appoint willing and suitable persons or 
organisations to be Custodians of IGOC Minors and to place IGOC Minors into the custody 
of those persons or organisations.  Further details in relation to obligations under the IGOC 
Act, including the duties and responsibilities of Custodians, are set out in the Immigration 

(Guardianship of Children) Regulations 2001.   

3.3 The Migration Act 1958, Migration Regulations 1994, Immigration (Guardianship of 

Children) Act 1946 and Immigration (Guardianship of Children) Regulations 2001 constitute 
the broad legislative framework under which the entry and stay of non-citizens in Australia is 
regulated.  This legislation is implemented through the policies of the Government and 
administered by the Department of Immigration and Border Protection (the Department). 
Consistent with this, the Department is responsible for assessing Visa applications and asylum 
claims and providing support, where appropriate, to Visa applicants and asylum seekers.   

3.4 The process of assessing Visa applications and asylum claims, including any review process, 
is known as the immigration status resolution process.  The Status Resolution Support 
Services (SRSS) Programme provides support to eligible non-citizens in Australia.  It aims to 
balance the SRSS Recipient’s needs, the Department’s Duty of Care (where relevant), and the 
need to resolve the SRSS Recipient’s immigration status.  

4. OBJECTIVE, GOALS AND CRITICAL SUCCESS FACTORS 

Objective  

4.1 The objective of the SRSS Programme is to deliver appropriate support to people engaging 
with the Department to resolve their immigration status. 

Goals 

4.2 The goals of the SRSS Programme are to deliver: 

4.2.1 a quality service that is consistent with Government policy and that balances the 
SRSS Recipient’s needs, the Department’s Duty of Care (where relevant), and the 
need to resolve the SRSS Recipient’s immigration status; 

4.2.2 consistency in decision making and improved integration in the delivery of 
support to those engaging with the Department to resolve their immigration 
status; and 

4.2.3 demonstrable and continuing value for money for the Commonwealth. 

Critical Success Factors 

4.3 Critical success factors must be consistently achieved in order for the contract to be 
successful. The critical success factors are measured by key performance indicators set out in 
Annex 3.   

4.4 The critical success factors are: 

4.4.1 SRSS Providers are able to scale up or down the Services to meet departmental 
requirements without compromising the quality of services provided; 
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4.4.2 SRSS Providers deliver the Services in a manner consistent with the Contract and 
the SRSS Operational Procedures Manual;  

4.4.3 SRSS Providers are able to adapt to and readily accommodate changes in 
Government policy; 

4.4.4 SRSS Providers effectively manage the interface between the Department and 
SRSS Recipients; and 

4.4.5 Services are provided at affordable costs that represent value for money for the 
Commonwealth. 

5. PRINCIPLES 

5.1 SRSS Providers must perform the Services in a manner that is consistent with the following 
guiding principles: 

5.1.1 deliver support to SRSS Recipients in a consistent, flexible and integrated way, 
with special care taken to ensure the best interests and needs of children are taken 
into consideration; 

5.1.2 educate and encourage SRSS Recipients to be accountable and responsible for 
their own actions; 

5.1.3 involve SRSS Recipients in identifying and addressing their needs; 

5.1.4 build on SRSS Recipients’ strengths to achieve a level of self-sufficiency; and 

5.1.5 respect the cultural and religious diversity of SRSS Recipients. 

6. GENERAL SRSS PROVIDER OBLIGATIONS 

Overview 

6.1 The SRSS Provider must provide the Services: 

6.1.1 in accordance with, and so as to meet, all the requirements specified in the 
Contract, this Schedule of Services, the SRSS Operational Procedures Manual 
and the SRSS Programme principles; 

6.1.2 in the Contract Region(s) specified in the Contract Details; 

6.1.3 for all SRSS Recipients referred to the SRSS Provider by the Department (within 
the capacity agreed between the Parties);  

6.1.4 to meet the individual needs of each SRSS Recipient in a manner that is 
consistent with this Schedule of Services and the SRSS Operational Procedures 
Manual; and 

6.1.5 using an organisational and resource structure that can readily adapt to changing 
SRSS Recipient numbers and changing Service requirements.  

6.2 Without limiting its Obligations under the Contract, this Schedule of Services or the SRSS 
Operational Procedures Manual, the SRSS Provider must, when delivering the Services: 
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6.2.1 ensure that all requirements for support to be provided to SRSS Recipients 
described, or referred to, in the Contract (including this Schedule of Services or 
the SRSS Operational Procedures Manual) are performed as part of the Services, 
even if they are not described as 'Services'; 

6.2.2 ensure Carers, Case Workers and Independent Observers and all other SRSS 
Provider Personnel comply with any Obligations, which includes complying with 
Laws and undertaking appropriate checks as specified in the Contract (including 
this Schedule of Services and the SRSS Operational Procedures Manual); 

6.2.3 meet any requirements that the Contract (including this Schedule of Services and 
the SRSS Operational Procedures Manual) indicates may be imposed on the 
SRSS Provider by the Department; 

6.2.4 meet the Performance Measures for the Services specified in the Contract;  

6.2.5 comply with the governance, communication and reporting requirements 
(including using departmental systems) specified in the Contract (including this 
Schedule of Services or the SRSS Operational Procedures Manual); and  

6.2.6 comply with any direction given by the Department in connection with the 
Services, including, without limitation, about the application of the SRSS 
Programme to SRSS Recipients.  

6.3 In this Schedule of Services and the SRSS Operational Procedures Manual: 

6.3.1 if an Obligation is expressed to apply to the Personnel of the SRSS Provider, the 
SRSS Provider must ensure the Obligation is achieved; 

6.3.2 if the Schedule of Services or the SRSS Operational Procedures Manual provides 
that the Department may require or request the SRSS Provider to take any action, 
the SRSS Provider must comply with that requirement or request; and 

6.3.3 if this Schedule of Services or the SRSS Operational Procedures Manual specifies 
that a Deliverable or a task is subject to the Department's approval, the SRSS 
Provider must obtain that approval before implementing that Deliverable or 
performing that task, and must comply with any condition of the approval. 

Flexibility and Scalability 

6.4 Without limiting clauses 4 or 5, the SRSS Provider must perform the Services in a manner 
that is: 

6.4.1 adaptable to and readily accommodates changes in Government policy during the 
Term to ensure that the Services are delivered in accordance with Government 
policy; 

6.4.2 appropriate to the individual needs of each SRSS Recipient; and 

6.4.3 adaptable to and readily accommodates changes in SRSS Recipient numbers 
(which may significantly increase or decrease during the Term). 
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7. SRSS RECIPIENTS AND ELIGIBILITY 

Overview 

7.1 The SRSS Provider must deliver the Services to SRSS Recipients from culturally and 
linguistically diverse backgrounds with different needs who are referred to the SRSS Provider 
by the Department.  In doing so, the SRSS Provider must comply with the Multicultural 
Access and Equity Policy set out in Attachment G (Commonwealth Law and Policy 
Requirements). 

7.2 SRSS Recipients may include, but are not limited to: 

7.2.1 Unaccompanied Minors in Alternative Places of Detention; 

7.2.2 Unaccompanied Minors, adults and family groups who are legally detained under 
the Migration Act 1958 (Cth) but who reside in the community under Residence 
Determination arrangements;  

7.2.3 adults and family groups who reside in the community on Bridging Visas and 
other Temporary Visas; and 

7.2.4 other vulnerable people in the community in the process of resolving their 
immigration status. 

SRSS Bands 

7.3 The SRSS Programme delivers support through six ‘Bands’ which are: 

7.3.1 Band 1 - Services are delivered to SRSS Recipients in Alternative Places of 
Detention.  They include Carer support and Independent Observer Services; 

7.3.2 Band 2 - Services are delivered to SRSS Recipients in the Australian community.  
They include Provided Accommodation with Carer support, Case Worker support 
and Case Coordination;  

7.3.3 Band 3 - Services are delivered to SRSS Recipients in the Australian community.  
They include Provided Accommodation, Case Worker support and Case 
Coordination; 

7.3.4 Band 4 - Services are short-term (up to six weeks) Transitional Support delivered 
to SRSS Recipients in the Australian community. They include Provided 
Accommodation, Case Worker support and Case Coordination;  

7.3.5 Band 5 - Services are delivered to SRSS Recipients in the Australian community.  
They include Case Worker support and Case Coordination; and 

7.3.6 Band 6 - Services are delivered to SRSS Recipients in the Australian community.  
They include basic Case Coordination. 

7.4 The Department is responsible for determining the Band classification for each SRSS 
Recipient.   

7.5 The SRSS Provider must provide the Services to each SRSS Recipient in accordance with the 
Band they have been allocated by the Department. 
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7.6 The Department may move SRSS Recipients between Bands depending on their 
circumstances and level of need. If the Department moves an SRSS Recipient between Bands, 
the SRSS Provider must ensure the Services provided to the SRSS Recipient are in 
accordance with the requirements for the new Band within the timeframes stipulated in 
paragraphs 18.38 to 18.42. 

Referrals 

7.7 The Department will refer SRSS Recipients to the SRSS Provider at the Department's 
discretion.   

7.8 The Department will also assess applications from the SRSS Provider for people already 
living in the community (Band 6 Applications) to determine their eligibility to receive the 
Services.   

7.9 The SRSS Provider must only provide the Services to SRSS Recipients determined to be 
eligible by the Department. 

Duration of Delivery of Services 

7.10 The SRSS Provider must provide the Services to the SRSS Recipients until the Department 
instructs the SRSS Provider to cease providing the Services to the SRSS Recipient (subject to 
any Obligations upon expiry or termination of the Contract as set out in the Contract).  

7.11 If the SRSS Provider becomes aware that an SRSS Recipient’s circumstances have changed 
and they may no longer be eligible to receive the Services, the SRSS Provider must Notify the 
Department immediately. 

7.12 If the Department Notifies the SRSS Provider that an SRSS Recipient is no longer eligible to 
receive the Services, the SRSS Provider must cease providing the Services through the SRSS 
Programme within the timeframes set out under paragraph 27. 

8. CORE SERVICE DELIVERY REQUIREMENTS 

8.1 The SRSS Programme has two broad areas of service delivery (Core Service Delivery 
Requirements): 

8.1.1 Accommodation Services; and 

8.1.2 Case Coordination Services.   
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PART 2 - ACCOMMODATION SERVICES 

9. GENERAL ACCOMMODATION SERVICES 

9.1 The SRSS Provider must operate a flexible accommodation Service to meet varying SRSS 
Programme and SRSS Recipient needs to ensure the SRSS Recipients are accommodated in 
suitable Provided Accommodation or suitable Independent Accommodation in accordance 
with this Services Schedule and the SRSS Operational Procedures Manual. 

9.2 The SRSS Provider must: 

9.2.1 ensure accommodation is available on arrival for all referred SRSS Recipients 
who are eligible for Provided Accommodation;  

9.2.2 conduct Accommodation Suitability Assessments and Community Link Checks; 

9.2.3 provide assistance to those SRSS Recipients exiting Provided Accommodation to 
access Independent Accommodation; and  

9.2.4 provide ongoing accommodation support on a needs basis and in accordance with 
the SRSS Recipient’s Band. 

10. PROVIDED ACCOMMODATION 

10.1 The SRSS Provider must provide: 

10.1.1 ongoing Supported Accommodation for SRSS Recipients in Band 2 if required 
by the Department; 

10.1.2 ongoing Provided Accommodation for SRSS Recipients in Band 3 if required 
by the Department;  

10.1.3 Transitional Accommodation (up to six weeks) for SRSS Recipients in Band 4 
if required by the Department; and   

10.1.4 Emergency Accommodation (up to two weeks) for SRSS Recipients in Band 5 
only if approved by the Department. 

Bands 2 and 3: 

General 

10.2 The SRSS Provider must source and maintain an agreed number of properties (rental 
accommodation) in agreed locations before receiving referrals for SRSS Recipients in 
Bands 2 and 3, in accordance with the processes and requirements set out in the SRSS 
Operational Procedures Manual.   

10.3 The SRSS Provider must: 

10.3.1 not enter into (or vary) any lease to accommodate SRSS Recipients if the term of 
the lease will or could extend past the Term unless the Department has approved 
the lease term in writing prior to the lease or extension of the lease being agreed 
or exercised; and  
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10.3.2 when seeking approval from the Department, advise the Department of the cost 
and the period that the term of the lease would extend past the Term of the 
Contract if approved. 

10.4 Any leasing costs incurred after the end of the Term without the express written approval of 
the Department will not be met by the Department. 

10.5 Provided Accommodation must be of a standard commensurate with what low income 
Australians might be able to afford and must at least comply with the accommodation 
standards set out in the SRSS Operational Procedures Manual.   

10.6 The rental cost of Provided Accommodation for Bands 2 and 3 must be paid by the SRSS 
Provider and it will be reimbursed by the Department in accordance with Attachment B as 
long as it is delivered in accordance with this Schedule of Services and the SRSS Operational 
Procedures Manual. 

10.7 The SRSS Provider must submit an inventory of Provided Accommodation for Bands 2 and 3 
as directed by the Department using the template provided by the Department.  This inventory 
must include accurate details on the number of properties, their capacity, bedroom count, 
bathroom count, tenancy agreements and location or any other details as required by the 
Department. 

10.8 The Department may inspect properties used by the SRSS Provider for Provided 
Accommodation throughout the Term.  The SRSS Provider must ensure the Department is 
able to access Provided Accommodation in order to conduct any required inspection. If the 
Department assesses a property as unsuitable, the SRSS Provider must either facilitate 
necessary repairs or find suitable alternative accommodation within the timeframes required 
by the Department or as otherwise agreed in writing with the SRSS Provider. 

10.9 If requested by the Department, the SRSS Provider must work with landlords to modify an 
existing property, or obtain a new property, to meet the needs of a specific SRSS Recipient.   

10.10 The SRSS Provider must seek written approval from the Department before making any 
modifications to a property used for the purposes of the SRSS Programme.  The Department 
will only reimburse costs associated with any modifications if written approval has been 
obtained from the Department prior to the work commencing. 

10.11 It is a legislative requirement for Band 2 and 3 SRSS Recipients to reside at the address 
approved by the Minister.  The SRSS Provider must assist SRSS Recipients to comply with 
this legislative requirement and Notify the Department where the SRSS Recipient is not 
complying with this requirement. 

Utilities 

10.12 The SRSS Provider must ensure all required utilities and landlines have been connected 
before any Band 2 or Band 3 SRSS Recipient enters the property.  All connection fees must 
be paid by the SRSS Provider and will be reimbursed by the Department in accordance with 
Attachment B. 

10.13 The Department will reimburse the SRSS Provider for the cost of all utilities and local calls 
made by Band 2 SRSS Recipients from a landline in accordance with Attachment B.   

10.14 SRSS Recipients in Band 3 are responsible for paying telephone bills with their Living 
Allowance. SRSS Providers will pay utilities bills for Band 3 Recipients where required 
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under the Operational Procedures Manual, and the department will reimburse the SRSS 
Provider for these costs as a Direct Recipient Cost.  

Basic Household Goods 

10.15 The SRSS Provider must ensure each property is adequately furnished with Basic Household 
Goods before any Band 2 or Band 3 SRSS Recipient enters the property in accordance with 
the SRSS Operational Procedures Manual.  The SRSS Operational Procedures Manual 
provides details on the required Basic Household Goods, and additional Goods (such as Baby 
Packages, where required) the quality of Goods, and the cost limits relating to household 
composition. 

10.16 The SRSS Provider must ensure the cost of the Basic Household Goods does not exceed the 
expenditure caps specified in the SRSS Operational Procedures Manual.  The SRSS Provider 
will not be reimbursed for Basic Household Goods that exceed the maximum amounts set out 
in the SRSS Operational Procedures Manual. 

10.17 The SRSS Provider must ensure the amount and type of Basic Household Goods is 
appropriate for the number of SRSS Recipients to be accommodated in that property.   

10.18 The Department may inspect Basic Household Goods throughout the Term.   

10.18.1 If, in the Department’s sole opinion, the amount or type of Basic Household 
Goods is not sufficient for the SRSS Recipients in the property, the SRSS 
Provider must provide sufficient Basic Household Goods to the satisfaction of the 
Department.  If the SRSS Provider has already spent the maximum amount 
(based on the cost limits set in the SRSS Operational Procedures Manual), the 
SRSS Provider must cover the cost of any additional Basic Household Goods. 

10.18.2 If, in the Department’s sole opinion, the quality of any Basic Household Goods 
does not meet the requirements of the Contract and the SRSS Operational 
Procedures Manual, the SRSS Provider must provide alternative Basic Household 
Goods that meet the requirements of the Contract and the SRSS Operational 
Procedures Manual, to the satisfaction of the Department.  The SRSS Provider 
must cover the cost of any such replacement Basic Household Goods, (with the 
exception of replacement for fair wear and tear).   

10.19 Ownership of all Basic Household Goods purchased by the SRSS Provider remains with the 
SRSS Provider.   

10.20 The SRSS Provider must appropriately manage Basic Household Goods so they can be re-
used during the provision of the Services (provided they still meet the requirements of this 
Contract).  Disposing of any Basic Household Goods will be at the SRSS Provider’s expense 
when they are no longer required for the purposes of the Contract.   

10.21 If the SRSS Provider has been asked by the Department to reduce their Provided 
Accommodation portfolio, and the SRSS Provider is seeking reimbursement for the storage 
costs of Basic Household Goods, the Department, in consultation with the SRSS Provider, 
will determine whether or not storage, disposal or other processes constitute best value for 
money for dealing with the Basic Household Goods.   

10.22 If the Department agrees to pay storage costs for Basic Household Goods under Clause 10.21, 
the SRSS Provider must organise appropriate storage.  The Department will reimburse the 

91

Document 1



92 

 

SRSS Provider for approved storage costs in accordance with the Operational Procedures 
Manual. 

10.23 When SRSS Recipients exit Provided Accommodation, the SRSS Provider must ensure SRSS 
Recipients take their linen with them (including bed linen and towels).  The SRSS Provider 
must ensure all other Basic Household Goods remain at the property unless stated otherwise 
in the SRSS Operational Procedures Manual.  The SRSS Provider must provide new linen for 
all incoming SRSS Recipients in accordance with the SRSS Operational Procedures Manual. 

10.24 The SRSS Provider must provide replacement Basic Household Goods to cover wear and tear 
in accordance with the SRSS Operational Procedures Manual.  If an SRSS Provider is unable 
to provide replacement Basic Household Goods within any pre-approved amounts (cap) 
outlined in the SRSS Operational Procedures Manual, the SRSS Provider must seek 
departmental approval to increase the cap on an exceptional basis. 

10.25 The SRSS Provider must be able to justify to the Department’s satisfaction any expenditure 
on Basic Household Goods (including the purchase of new Basic Household Goods).  If the 
Department is not satisfied that expenditure on Basic Household Goods is required or does 
not meet the requirements of the Contract, the SRSS Provider will not be reimbursed for those 
Basic Household Goods. 

Bands 4 and 5: 

10.26 The SRSS Provider must secure: 

10.26.1 Transitional Accommodation for SRSS Recipients in Bands 4; and 

10.26.2 Emergency Accommodation for SRSS Recipients in Bands 5, where required. 

10.27 Transitional and Emergency Accommodation for Bands 4 and 5 may include boarding 
houses, hostels or backpackers.   

10.28 If boarding houses, hostels or backpackers are not available for Bands 4 and 5, the SRSS 
Provider may use other budget accommodation, including motels and hotels.   

10.29 All Transitional and Emergency Accommodation must be delivered in accordance with the 
SRSS Operational Procedures Manual.  The cost of Transitional and Emergency 
Accommodation must be met by the SRSS Provider, and will be reimbursed by the 
Department provided it is delivered in accordance with this Schedule of Services and the 
SRSS Operational Procedures Manual. 

10.30 SRSS Recipients in Bands 4 and 5 are required to make a rental contribution while in 
Provided Accommodation.  This rental contribution will be automatically Deducted from their 
Living Allowance through the Department of Human Services.   

10.31 The SRSS Provider must promptly update departmental systems with the details of 
Transitional and Emergency Accommodation used by SRSS Recipients in Band 4 and SRSS 
Recipients in Band 5 to ensure the correct payment rate for their Living Allowance is applied 
by the Department of Human Services.   

10.32 The SRSS Provider must explain to the SRSS Recipient (in Bands 4 and 5 as applicable) that 
their Living Allowance will be reduced while they are in Transitional and Emergency 
Accommodation to reflect their rental contribution and that the Deduction will cease when the 
SRSS Recipient moves into Independent Accommodation. 
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10.33 Any extension for Transitional or Emergency Accommodation must be approved by the 
Department in advance.  Extensions should only be sought in exceptional cases. 

11. ASSISTANCE TO SRSS RECIPIENTS WITH COMMUNITY LINKS 

11.1 If an SRSS Recipient has a family member or close friend living in the community, there may 
be an opportunity for that SRSS Recipient to live with their Community Link instead of using 
Provided Accommodation. 

11.2 The Department will Notify the SRSS Provider of any potential Community Links of which it 
is aware and provide details.   

Bands 2 and 3: 

11.3 The SRSS Provider must conduct an Accommodation Suitability Assessment for SRSS 
Recipients in Bands 2 and 3 with a Community Link using the departmental template 
contained in the SRSS Operational Procedures Manual.  The Accommodation Suitability 
Assessment must be submitted to the Department within 10 Business Days of receiving the 
referral of the SRSS Recipient.  If the SRSS Provider does not believe it can meet the 10 
Business Day timeframe it must advise the Department immediately and provide an 
explanation as to why the 10 Business Day threshold cannot be met.  If the 10 Business Day 
threshold cannot be met, the SRSS Provider must work with the Department to agree to an 
alternative solution. 

11.4 When conducting an Accommodation Suitability Assessment, the SRSS Provider must take 
into account the following considerations: 

11.4.1 the health, safety and needs of the SRSS Recipient; 

11.4.2 the ability of the Community Link to provide the necessary support to the SRSS 
Recipient (including consideration of whether the link is recently arrived in the 
community or in receipt of Humanitarian Settlement Services support); 

11.4.3 the relationship of the SRSS Recipient to the Community Link (host); 

11.4.4 other people living with the link and their willingness to have the SRSS Recipient 
live with them; 

11.4.5 the size and condition of the property, including an assessment of any lease 
restrictions; and 

11.4.6 accessibility to services and support. 

11.5 For Unaccompanied Minor SRSS Recipients, the SRSS Provider must explain to proposed 
Community Links that, should the placement be approved, they may be asked to accept 
Custodianship or Carer responsibilities of the SRSS Recipient (for more information, refer to 
the SRSS Operational Procedures Manual).  The SRSS Provider must provide clear and 
accurate guidance on the responsibilities of becoming a Custodian or Carer, including their 
reporting responsibilities. 

11.6 For these Unaccompanied Minor SRSS Recipients, the SRSS Provider must also organise and 
pay for National Police Checks for all adults currently residing in the Community Link’s 
property in accordance with the SRSS Operational Procedures Manual.  The SRSS Provider 
must also organise and pay for National Police Checks for any adults who move into the 
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property at a later date.  The Department will reimburse the SRSS Provider for National 
Police Checks associated with Accommodation Suitability Assessments for Unaccompanied 
Minors in accordance with Attachment B.   

11.7 The Department will determine the suitability of a property based on the Accommodation 
Suitability Assessment and other relevant information available.  

11.8 The SRSS Provider must update the Accommodation Suitability Assessment whenever 
circumstances in the Community Link household change, in accordance with the SRSS 
Operational Procedures Manual.  The updated Accommodation Suitability Assessment must 
be submitted to the Department within 10 Business Days of the SRSS Provider becoming 
aware of the change.  

11.9 The SRSS Provider must detail any rental contribution or Basic Household Goods requests in 
the Accommodation Suitability Assessment to obtain departmental approval.  The SRSS 
Provider must: 

11.9.1 only provide the rental contribution directly to the Community Link after the 
Department has given its approval; and  

11.9.2 only provide the approved Basic Household Goods to the SRSS Recipient after 
the Department has given its approval.   

Band 4: 

11.10 The SRSS Provider must conduct a Community Link Check to ascertain the suitability, 
sustainability and availability of the proposed property and Community Link for SRSS 
Recipients in Band 4.  The Community Link Check may be conducted by telephone.  
Confirmation of the suitability and availability of the Community Link’s accommodation 
must be submitted to the Department within four Business Days of receiving a referral. 

12. ASSISTANCE TO EXIT PROVIDED ACCOMMODATION 

12.1 SRSS Providers must ensure SRSS Recipients exit Provided Accommodation within the 
Department’s nominated timeframes (or other timeframes agreed by the Department).  This 
includes assisting SRSS Recipients to fulfil their responsibilities with regard to cleaning and 
finalising any outstanding debts or repairs. 

12.2 If an SRSS Recipient refuses to exit Provided Accommodation, or otherwise breaches tenancy 
responsibilities, the SRSS Provider must make all reasonable efforts to resolve the situation, 
including, where appropriate, instigating and following through with eviction proceedings.   

12.3 Any additional costs incurred by the SRSS Provider due to eviction proceedings must have 
departmental approval to be reimbursed in accordance with Attachment B. 

13. INDEPENDENT ACCOMMODATION 

13.1 The SRSS Provider must provide information and advice to SRSS Recipients exiting 
Provided Accommodation to give them the skills to obtain and maintain Independent 
Accommodation.  This support includes, but is not limited to: 

13.1.1 guidance on how and where to search for accommodation; 
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13.1.2 an introduction to local religious, ethnic or community groups that can assist in 
finding accommodation; 

13.1.3 support in establishing and managing relationships with real estate agents, 
landlords and community housing organisations; 

13.1.4 managing expectations; 

13.1.5 providing Rental Bond Loans and Rent in Advance Loans and explaining debt 
recovery processes; 

13.1.6 assistance in gathering and completing documentation during the rental 
application process; 

13.1.7 providing education about rental procedures and the payment of rent; 

13.1.8 providing advice on suitable accommodation including affordability and access to 
schools, shops and public transport;  

13.1.9 assessing the possibility of moving to another city or State or Territory to find 
affordable accommodation; and 

13.1.10 providing information on the rights and responsibilities of a tenant. 

13.2 The SRSS Provider may provide the Independent Accommodation support outlined in 
paragraph 13.1 above to SRSS Recipients in Bands 5 and 6 on an exceptional basis where a 
need has been identified by the SRSS Provider or as directed by the Department. 

Rent in Advance Loans and Rental Bond Loans  

13.3 SRSS Recipients in Bands 4-6 may be eligible for Rent in Advance Loans and Rental Bond 
Loans as determined by the Department. 

13.4 The SRSS Provider is responsible for providing the Rent in Advance Loans and Rental Bond 
Loans to the SRSS Recipient. The SRSS Provider must provide all relevant information to the 
Department and seek approval before paying Rent in Advance Loans and Rental Bond Loans, 
in accordance with the SRSS Operational Procedures Manual. 

13.5 The SRSS Provider must provide a verbal and written explanation to the SRSS Recipient (in a 
language understood by the SRSS Recipient) that they are responsible for repaying any loan 
provided to them.   

13.6 Repayments of the Rent in Advance Loans and Rental Bond Loans by the SRSS Recipient 
will be made through automatic Deductions from the SRSS Recipient's Living Allowance by 
the Department of Human Services.  SRSS Providers must maintain records of written 
consent from the SRSS Recipient confirming they understand the nature of the loan, such as a 
repayment agreement. 

13.7 The SRSS Provider must assist the SRSS Recipients in Bands 4-6 to formally lodge their 
Rental Bond where required under the relevant legislation.  The SRSS Provider must obtain 
confirmation of the Rental Bond payment and retain a copy of the receipt in the SRSS 
Recipient’s file.  The SRSS Provider must provide proof of this payment to the Department in 
accordance with the SRSS Operational Procedures Manual. 
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Maintaining Accommodation 

13.8 The SRSS Provider must ensure SRSS Recipients are aware of their obligations with regard 
to property maintenance for their accommodation (Provided Accommodation or Independent 
Accommodation).  This includes, but is not limited to: 

13.8.1 informing Recipients of their responsibility for basic property maintenance 
(including cleaning and gardening), and the need to report property damage; 

13.8.2 informing them of their responsibility to care for and, where necessary, replace 
Basic Household Goods (Band 2 and 3 SRSS Recipients); and 

13.8.3 informing them of their responsibilities with regard to the payment of utilities 
(SRSS Recipients in Bands 4-6) and rent (SRSS Recipients in Bands 4-6), and the 
consequences of not meeting those responsibilities. 

13.9 The SRSS Provider must assist the SRSS Recipient (Bands 3-5) to complete a property 
condition report when they enter a property.  The SRSS Provider must also assist SRSS 
Recipients in Provided Accommodation to complete a property condition report on exit from 
the property. A copy of these reports must be retained on the SRSS Recipient’s file. 
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PART 3 - CASE COORDINATION 

14. GENERAL CASE COORDINATION 

14.1 Case Coordination refers to coordinated, integrated, needs-based support to help SRSS 
Recipients to access Services through the SRSS Programme.   

14.2 The key SRSS Provider Personnel responsible for Case Coordination are Case Workers with 
support, if relevant, from Carers.  Other Personnel may also have a role in delivering Services 
as approved by the Department. 

14.3 SRSS Provider Personnel responsible for providing direct support Services to SRSS 
Recipients must be appropriately vetted prior to engagement.  They must have passed the 
relevant National Police Checks, working with children and working vulnerable people 
checks.  They must also have appropriate qualifications, training and support. 

15. CASE WORKER AND CARER SUPPORT 

15.1 The SRSS Provider must employ appropriately qualified and trained Case Workers and 
Carers to help manage the wellbeing of SRSS Recipients.   

15.2 The different roles and responsibilities of Case Workers and Carers are detailed below. 

16. CASE WORKER SUPPORT 

16.1 The SRSS Provider must employ Case Workers to help manage eligible SRSS Recipients’ 
wellbeing in accordance with their nominated Band through Case Coordination.  This 
includes:  

16.1.1 assessing the SRSS Recipient’s needs and developing Case Plans; 

16.1.2 monitoring and supporting the SRSS Recipient’s health; 

16.1.3 participating in Case Conferencing with the Department and the Detention Health 
Service Provider where required; 

16.1.4 ensuring SRSS Recipients are registered for essential services; 

16.1.5 ensuring SRSS Recipients receive appropriate orientation advice;  

16.1.6 assisting SRSS Recipients who are subject to the Code of Behaviour to 
understand and comply with their obligations under the code; 

16.1.7 assisting SRSS Recipients to link to the local community and access meaningful 
activities in accordance with the SRSS Operational Procedures Manual; 

16.1.8 regularly monitoring and reviewing each SRSS Recipient in their care;  

16.1.9 making recommendations to the Department about the SRSS Recipient’s ongoing  
support requirements; and 

16.1.10 reporting any changes in the SRSS Recipient’s circumstances (including changes 
of family composition and/or change of address). 
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16.2 The SRSS Provider must employ Case Workers to take responsibility for ensuring SRSS 
Recipients are appropriately engaged with other services, programmes and activities in the 
broader community, and develop the skills to independently access support and services as 
required.  The SRSS Provider must ensure Case Workers pay particular attention to the 
following: 

16.2.1 the SRSS Recipient’s health and safety; 

16.2.2 the special vulnerabilities of children, especially those who are unaccompanied, 
taking into account their age and maturity; 

16.2.3 family and shared house dynamics; 

16.2.4 the condition of the SRSS Recipient's accommodation; 

16.2.5 the SRSS Recipient’s ability to manage their Living Allowance and meet 
financial responsibilities; 

16.2.6 capacity building (helping SRSS Recipients to develop a degree of self-
sufficiency); and 

16.2.7 involvement in the community (meaningful engagement). 

16.3 The SRSS Provider must ensure Case Workers identify and manage issues and report 
Incidents (including to the Department) in accordance with the Incident reporting timeframes 
in paragraphs 30.1 to 30.15.   

16.4 The SRSS Provider must ensure the Department is aware of any changes to the SRSS 
Recipient’s circumstances that may affect their ongoing eligibility for the SRSS Programme, 
including informing the Department of any breaches of the SRSS Recipient’s Visa, the Code 
of Behaviour or Residence Determination conditions, and reporting any doubts or concerns 
about the SRSS Recipient’s identity. 

16.5 SRSS Recipients in Band 1 do not require Case Worker support. 

16.6 For SRSS Recipients in Band 2, the SRSS Provider must ensure the Case Worker works 
cooperatively with the SRSS Recipient’s Carer(s) to manage the SRSS Recipient’s wellbeing.   

Minimum contact with SRSS Recipients: 

16.7 The SRSS Provider must ensure Case Workers contact SRSS Recipients (Bands 2-6) a 
minimum of once each month after they are established in the community.  This contact must 
occur more frequently for SRSS Recipients displaying a higher level of need, and during their 
first weeks in the community, where required, to meet the SRSS Recipient's needs.  For SRSS 
Recipients in Bands 2 and 3, the minimum monthly contact must be face to face in the SRSS 
Recipient’s place of residence.  For Bands 5 and 6, face to face contact must be made every 
three months at a minimum. 

16.8 Where referred by the Department, the SRSS Provider must provide specific SRSS Recipients 
with information about the Code of Behaviour, the impact of any breach of the Code of 
Behaviour, and assistance, where relevant, to provide further information back to the 
Department about the circumstances of any potential breach of the Code of Behaviour. 
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16.9 Further details of the different levels of support are outlined in the SRSS Operational 
Procedures Manual.  All support must be delivered in accordance with the SRSS Operational 
Procedures Manual.   

16.10 The SRSS Provider must ensure all Service Provider Personnel do not provide immigration 
advice or advocate for a particular immigration outcome.   

17. CARER SUPPORT 

17.1 The SRSS Provider must provide Carer support to SRSS Recipients who are Unaccompanied 
Minors in the SRSS Programme.   

Band 1: 

17.2 The SRSS Provider must employ suitably trained and supported Personnel who have 
undergone relevant checks to deliver Carer support to Band 1 SRSS Recipients in Alternative 
Places of Detention as required by the Department including provision of care and support for 
up to 24-hours per day.  The ratio of Carers to SRSS Recipients must be 1:10, unless 
otherwise approved by the Department.   

17.3 The SRSS Provider must provide bilingual Carers to act as informal interpreters in informal 
and emergency situations.  The SRSS Provider must ensure bilingual Carers are not used to 
interpret in formal interviews, such as legal or immigration related interviews.  This will be 
done by interpreters accredited by the National Accreditation Authority for Translators and 
Interpreters (NAATI). 

17.4 The SRSS Provider must ensure Band 1 Carers:  

17.4.1 work in cooperation with the Department, the Detention Service Provider and the 
Detention Health Service Provider to encourage SRSS Recipients to access and 
use available Services in an appropriate manner, including providing input to the 
SRSS Recipient’s Individual Management Plan (a Case Plan managed by the 
Detention Service Provider) and supporting the SRSS Recipient to attend school 
and engage in meaningful activities; and 

17.4.2 are able to educate and support SRSS Recipients to behave appropriately, 
including helping to develop and implement behaviour management plans where 
required. 

17.5 The SRSS Provider must report all Incidents to the Department and the Detention Service 
Provider in accordance with this Schedule of Services and the SRSS Operational Procedures 
Manual.  

Band 2: 

17.6 The SRSS Provider must employ suitably trained and supported Personnel who have 
undergone and passed relevant checks to deliver 24-hour live-in residential Carer support to 
Band 2 SRSS Recipients in their Provided Accommodation.   

17.7 The SRSS Provider must ensure Carers are aware of, and comply with, their responsibilities 
under the IGOC Act.  Further details of the IGOC Act are provided in the SRSS Operational 
Procedures Manual. 

17.8 The SRSS Provider must ensure Band 2 Carers: 
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17.8.1 assume and exercise responsibility for the safety, care and welfare of the SRSS 
Recipients in their care; 

17.8.2 have access to a car to take SRSS Recipients in their care to medical 
appointments and other activities as required; 

17.8.3 manage grocery shopping and pay for household food and groceries in 
accordance with the SRSS Operational Procedures Manual; 

17.8.4 manage a roster of household chores and provide meals (with appropriate 
assistance from the SRSS Recipient(s) in the house); 

17.8.5 work in cooperation with the Department and the SRSS Recipient’s Case Worker 
to encourage SRSS Recipients to access and use available services in an 
appropriate manner, including providing input to the SRSS Recipient’s Case Plan 
(managed by the SRSS Recipient’s Case Worker) and supporting the SRSS 
Recipient to attend school and engage in meaningful activities; 

17.8.6 are able to educate and assist SRSS Recipients to behave appropriately, including 
working with Case Workers to develop and implement behaviour management 
plans where required; 

17.8.7 work with Case Workers to provide the necessary guidance and support to enable 
SRSS Recipients in their care to successfully transition to adulthood, including 
transitioning out of Supported Accommodation (and Band 2) once they turn 18;  

17.8.8 understand and comply with their Incident reporting requirements as outlined in 
paragraphs 30.1 to 30.15 of this Schedule of Services and detailed in the SRSS 
Operational Procedures Manual; and 

17.8.9 understand and comply with reporting requirements to State and Territory welfare 
authorities in accordance with relevant legislation. 

18. REFERRAL PROCESS 

Referrals from the Department: 

18.1 The Department will refer SRSS Recipients to SRSS Providers with a nominated Band 
classification.  The SRSS Provider must deliver Services to the SRSS Recipient in accordance 
with their nominated Band. 

18.2 While it is anticipated that referrals will generally occur during Business Hours, the 
Department may refer SRSS Recipients at any time of the day or night on any day of the year.   

18.3 The SRSS Provider must accept all referrals and deliver the Services in accordance with this 
Contract (including this Schedule of Services) unless the Department grants a written 
exemption.  

18.4 If the SRSS Provider is not able to deliver the Services to any SRSS Recipient referred to 
them, they must request in writing an exemption from the Department detailing why they are 
unable to deliver the Services, for the Department’s consideration. 

18.5 The Department will consider the request for exemption and respond within two Business 
Days. 
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Band 1:  

18.6 The SRSS Provider must commence service delivery to SRSS Recipients in Band 1 in 
established Alternative Places of Detention immediately following a referral. 

18.7 The SRSS Provider must commence service delivery to SRSS Recipients in Band 1 in other 
Alternative Places of Detention (not already established) within reasonable timeframes as 
Notified by the Department.  

Bands 2 and 3 (process prior to the SRSS Recipient being transferred into the SRSS 
Provider’s care): 

18.8 Band 2 and 3 referrals will include basic biographical information about the SRSS 
Recipient(s), and any special needs or health concerns where these are known to the 
Department.  In response to Band 2 and 3 referrals, the SRSS Provider must: 

18.8.1 ensure any referral to Provided Accommodation is appropriate to the needs and 
circumstances of the SRSS Recipient(s) and Notify the Department if it is 
unsuitable; or 

18.8.2 conduct an Accommodation Suitability Assessment where a Community Link has 
been identified (as outlined in paragraph 11 of this Schedule of Services). 

18.9 The SRSS Provider must respond (accept, seek an exemption or request additional 
information) to referrals to Provided Accommodation within two Business Days.  For 
referrals where the SRSS Recipient is under the guardianship of the Minister of Immigration 
and Border Protection (commonly known as an IGOC Minor), the SRSS Provider may also be 
required to accept Custodianship within two Business Days in accordance with the SRSS 
Operational Procedures Manual. 

18.10 If the SRSS Provider or its Personnel are appointed as a Custodian, the SRSS Provider or its 
Personnel (as applicable) must abide by the requirements of all applicable Laws and in 
accordance with the SRSS Operational Procedures Manual. 

18.11 The Department will, where possible, give the SRSS Provider at least 48 hours’ notice before 
transferring an SRSS Recipient (Band 2 and 3) into their care.  In exceptional circumstances, 
the SRSS Provider must have the capacity to accept a Band 2 or 3 SRSS Recipient into their 
care with less than 48 hours Notice.   

18.12 SRSS Recipients must reside in the accommodation approved by the Minister.   

18.13 Prior to transfer, the SRSS Provider must make preparations to commence Service delivery, 
including: 

18.13.1 planning transit assistance Services; and 

18.13.2 allocating a Case Worker to each Case as appropriate (this may be a single SRSS 
Recipient or family group as identified by the Department). 

18.14 Where possible, SRSS Recipients will be transferred to the SRSS Provider from Monday to 
Thursday; however, in exceptional circumstances as determined by the Department, the SRSS 
Provider must receive and commence Services at any time of the day or night, and on any day 
of the year. 
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Band 4 (process prior to the SRSS Recipient release from Held Detention): 

18.15 SRSS Recipients will either be referred to the SRSS Provider as group or as single SRSS 
Recipient (or Case) referrals. The SRSS Provider must respond (accept, seek an exemption or 
request additional information) to referrals within two Business Days.  

18.16 Where possible, the Department will send the SRSS Provider referrals two weeks prior to the 
SRSS Recipient(s)' release date. 

18.17 Referral information will include basic biographical information, and any special needs or 
health concerns where these are known to the Department.  On receipt of the referral the 
SRSS Provider must make preparations to commence Service delivery, including: 

18.17.1 planning for transit assistance Services where required; 

18.17.2 allocating a Case Worker to each Case (this may be a single SRSS Recipient or 
family group as identified by the Department); and 

18.17.3 securing appropriate accommodation, including making contact with Community 
Links where appropriate (Community Link Checks). 

18.18 The exact number and composition of SRSS Recipients will be finalised two Business Days 
before transit.  The SRSS Provider must be prepared to make adjustments to accept and 
manage the final composition of the referral after receiving notice of the final composition 
from the Department. 

Bands 5 and 6: 

18.19 The Department will refer eligible Band 5 and 6 SRSS Recipients to the SRSS Provider. The 
SRSS Provider must respond (accept, seek an exemption or request additional information) to 
referrals within five Business Days.   

18.20 The SRSS Provider must make contact with the SRSS Recipient and commence the Services 
within five Business Days of receiving the referral.  

Applications from the Community: 

18.21 The SRSS Provider must also provide assistance to individuals in the community who wish to 
apply for Band 6 support. 

18.22 In assisting individuals with the application process, the SRSS Provider must first make a 
Preliminary Assessment to determine whether or not the individual is likely to be eligible for 
Band 6 support using the Preliminary Assessment Checklist included in the SRSS Operational 
Procedures Manual.   

18.23 If the SRSS Provider determines that the individual is likely to be eligible, they must assist 
the individual to complete the application using the template provided by the Department. The 
SRSS Provider must then submit the application to the Department, together with supporting 
documentary evidence of financial assets and liabilities, living expenses and income. 

18.24 If the information is incomplete, the Department will Notify the SRSS Provider.  The SRSS 
Provider must provide additional information as required. 
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18.25 The Department will Notify the applicant and the SRSS Provider if the application has been 
approved.  The SRSS Provider must commence the Services to the applicant (the SRSS 
Recipient) within five Business Days of receiving the approval Notification. 

Independent Observer Services: 

18.26 The Department will Notify the SRSS Provider about the need for Independent Observer 
Services for SRSS Recipients. Independent Observer Services must be provided within 24 
hours of Notification, or within a timeframe otherwise agreed by the Department. 

18.27 The SRSS Provider must employ suitably trained and supported Personnel who have 
undergone relevant checks to deliver Independent Observer Services to support the wellbeing 
of eligible SRSS Recipients (Unaccompanied Minors and other SRSS Recipients as 
determined by the Department) while they undergo formal interviews.   

18.28 The SRSS Provider must ensure Independent Observers:  

18.28.1 ensure the interview process is adequately explained to, and understood by, the 
SRSS Recipient; 

18.28.2 observe the conduct of the interview and the demeanour and presentation of the 
SRSS Recipient;  

18.28.3 are attentive to non-verbal cues of the SRSS Recipient that indicate a need to take 
a break during the interview; 

18.28.4 recognise signs that the SRSS Recipient may benefit from counselling and 
promptly relay such information to the Department; 

18.28.5 ensure the SRSS Recipient is debriefed and questions are addressed prior to 
conclusion of any interview; 

18.28.6 raise any concerns with the interviewer about the emotional and physical state of 
the SRSS Recipient during the interview process; and 

18.28.7 ensure the SRSS Recipient is returned into safe care at the conclusion of the 
interview process. 

18.29 The SRSS Provider must promptly report any concerns regarding the process to the 
Department immediately following an interview, and provide all material, including 
documents and information created or stored by the Independent Observer in connection with 
the interview process, to the Department. 

18.30 The SRSS Provider must not employ Independent Observers to perform the dual role of being 
an Independent Observer and a Carer or Case Worker.   

Transfers between Bands, Locations and SRSS Providers: 

18.31 SRSS Recipients may move between Bands, locations or SRSS Providers while in the SRSS 
Programme as determined by the Department. 

18.32 The SRSS Provider must only implement a move between Bands, by adjusting the Services, 
on written advice or approval from the Department. 
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18.33 The SRSS Provider must complete an Exit Checklist when an SRSS Recipient moves out of 
Bands 2 or 3 (either through exiting the SRSS Programme or moving to a different Band) 
within five Business Days of the exit date. 

18.34 The SRSS Provider must only implement and assist with a move to a new location for SRSS 
Recipients in Bands 1-3 after receiving written Notice from the Department.   

18.35 SRSS Recipients in Bands 4-6 are living in the community lawfully and can move to a new 
location at any time at their own expense as long as they comply with their Visa conditions. 

18.36 The SRSS Provider(s) must assist the Department and the SRSS Recipient during transfers as 
relevant and as required by: 

18.36.1 cooperating and sharing information with the Department, the Detention Service 
Provider and Other Providers; 

18.36.2 assisting the SRSS Recipient to exit Provided Accommodation, including 
assisting the SRSS Recipient to meet their responsibilities for finalising debts and 
cleaning in accordance with the SRSS Operational Procedures Manual; 

18.36.3 notifying schools, doctors and other providers of change of address; 

18.36.4 providing appropriate transit assistance Services, where required by the 
Department (Bands 1, 2 and 3 only);  

18.36.5 updating Case Plans in accordance with 10 Business Days of an SRSS Recipient 
moving between Bands; and 

18.36.6 adjusting the Services in accordance with their new Band within the timeframes 
outlined below. 

18.37 If an SRSS Recipient has moved locations, they may require some initial orientation support 
in their new location (as determined by the SRSS Provider based on a needs assessment), as 
detailed under paragraph 24.5  

Timeframes for transfer of SRSS Recipients between bands: 

18.38 Where SRSS Recipients are being transferred from Band 1 to Band 2, the SRSS Provider 
must follow the processes outlined under referrals in paragraphs 18.8 to 18.14 above. 

18.39 Where SRSS Recipients are being transferred from Band 2 to Band 3, the SRSS Provider 
must adjust the Services at an agreed date in consultation with the Department. 

18.40 Where SRSS Recipients are being transferred from Bands 2 or 3 to Band 4, the SRSS 
Provider must commence Band 4 support immediately on Notification from the Department.  
The SRSS Recipient must be assisted to depart their Band 2 or 3 Provided Accommodation 
within 10 Business Days.  The SRSS Provider must retrieve the SRSS Recipient’s Detention 
Health Service Provider card and return it to the Detention Health Service Provider office 
within five Business Days of the SRSS Recipient transitioning out of Bands 2 or 3. 

18.41 Where SRSS Recipients are being transferred from Band 4 to Bands 5 or 6, the SRSS 
Provider must ensure the Services are adjusted within the six week (30 Business Days) period 
of eligibility for Band 4.  There is no transition period beyond the six week period of 
eligibility. 
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18.42 Where SRSS Recipients are being transferred from Band 5 to Band 6, the SRSS Provider 
must adjust the Services within five Business Days. 

19. TRANSIT ASSISTANCE SERVICES 

19.1 The SRSS Provider must provide transit assistance Services to SRSS Recipients moving from 
Immigration Detention Facilities into the community and to eligible SRSS Recipients moving 
within the community in accordance with the SRSS Operational Procedures Manual.  This 
assistance may be required for groups or individuals on any day of the week. 

19.2 Where SRSS Recipients are exiting an Immigration Detention Facility, the Department will 
organise and pay for all SRSS Recipient flights and transit accommodation where required. 

19.3 The SRSS Provider must provide transit assistance Services in accordance with the SRSS 
Recipient’s level of need as determined by the Department.  This will be communicated to the 
SRSS Provider with the SRSS Recipient’s itinerary. 

19.4 Unless advised otherwise, the SRSS Provider must: 

19.4.1 meet the SRSS Recipient at the arrival gate of the airport (for interstate transfers) 
or the Immigration Detention Facility (for intra-state transfers); 

19.4.2 transport the SRSS Recipient with their luggage to their new address in the 
community; and 

19.4.3 record the transit assistance Service provided in accordance with the SRSS 
Operational Procedures Manual. 

19.5 Where required, the Department may request the SRSS Provider to accompany the SRSS 
Recipient from an Immigration Detention Facility interstate to their community placement.  If 
required, the Department will book and pay for the leg of the flight for which the SRSS 
Provider is accompanying the SRSS Recipient. 

19.6 In all other cases, the SRSS Provider must book and pay for their own airfares and 
accommodation.  SRSS Provider travel arrangements must be economy class and represent 
best fare of the day.  The SRSS Provider may seek reimbursement for these costs in 
accordance with Attachment B. 

19.7 The SRSS Provider must work cooperatively with the Department and Other Providers to 
ensure its travel arrangements are coordinated with the SRSS Recipient’s travel arrangements. 

19.8 If required by the Department, the SRSS Provider must provide a small allowance to the 
SRSS Recipient in accordance with the SRSS Operational Procedures Manual for food and 
other immediate needs to support the SRSS Recipient until they reach their destination.  The 
Department will reimburse this allowance in accordance with Attachment B. 

19.9 If required by the Department, the SRSS Provider must provide transit assistance Services as 
an isolated Service to SRSS Recipients transiting through their nominated Contract Region to 
another Contract Region.  This includes meeting the SRSS Recipients at the airport, assisting 
them with their immediate needs, and helping them to catch their next flight.  Transit 
assistance Services may also include assisting SRSS Recipients transiting overnight. 
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20. RECEPTION AND INDUCTION 

20.1 The SRSS Provider must provide reception and induction Services to SRSS Recipients to 
meet their immediate needs on entry to the SRSS Programme. 

Band 1: 

20.2 The SRSS Provider must support the Detention Service Provider and the SRSS Recipient 
during the induction process.  In doing so, the SRSS Provider must: 

20.2.1 ensure the SRSS Recipient understands key messages; 

20.2.2 provide the SRSS Recipient with emotional support; and  

20.2.3 escalate relevant information or concerns to the Detention Service Provider using 
appropriate communication channels. 

20.3 The SRSS Provider must also ensure the SRSS Recipient: 

20.3.1 has received adequate bedding, clothing and personal items; 

20.3.2 understands where food, facilities and services are located and is able to access 
them; and 

20.3.3 understands how to respond to emergency situations. 

20.4 The SRSS Provider must pay particular attention to the safety and wellbeing of all newly 
arrived Band 1 SRSS Recipients through their first night in the SRSS Programme.  The SRSS 
Provider must then continue to monitor the SRSS Recipient’s safety and wellbeing 
throughout their time in the SRSS Programme, and refer any issues to the Detention Service 
Provider.   

Bands 2, 3 and 4: 

20.5 The SRSS Provider must provide: 

20.5.1 the SRSS Recipient with an overview of the Services in accordance with the 
SRSS Recipient’s allocated Band; 

20.5.2 Band 2 SRSS Recipients a mobile phone and pre-paid credit in accordance with 
the SRSS Operational Procedures Manual; 

20.5.3 Band 2 and 3 SRSS Recipients their Detention Health Service Provider card and 
provide a basic overview of how to access health services; 

20.5.4 relevant contact details and information and instructions on emergency 
procedures; and 

20.5.5 a property induction as soon as it is practical (either immediately on arrival, or 
where appropriate, provide basic information immediately followed by more 
comprehensive information the following day), including: 

20.5.5.1 fire safety instruction, including what to do if a smoke alarm 
activates and safe use of heaters and other appliances; 
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20.5.5.2 kitchen safety education, including safe cooking practices and 
appropriate food storage; 

20.5.5.3 instruction regarding the use of appliances in the property; 

20.5.5.4 direction and rules regarding  the use of the property (including 
house rules for Band 2 SRSS Recipients, and the SRSS Recipient’s 
responsibility to not cause intentional damage to the property and 
meet the cost of any damage); 

20.5.5.5 security for the house and personal property; 

20.5.5.6 the SRSS Recipient’s responsibilities with regard to using and paying 
for utilities (noting utilities are paid by the SRSS Provider for Band 2 
properties);  

20.5.5.7 the SRSS Recipient’s responsibilities with regard to cleaning, 
gardening and maintenance of the property; and 

20.5.5.8 an overview of their responsibilities as a Custodian, where 
applicable. 

20.6 All information must be delivered both orally and in writing in a language understood by the 
SRSS Recipient.   

Initial Payments: 

Band 2 - 6 

20.7 The SRSS Provider must provide Band 2, 3 and 4 SRSS Recipients with an Initial Payment 
immediately on exit from an Immigration Detention Facility in accordance with the SRSS 
Operational Procedures Manual. SRSS Providers must also provide, where there is a need 
identified by the Department, an initial payment to SRSS Recipients entering in to Band 5 or 
Band 6 of the Programme. The Department will reimburse the amount of the Initial Payment 
in accordance with Attachment B.  SRSS Providers must explain to SRSS Recipients that they 
are to use the Initial Payment to meet living expenses until they receive their first Living 
Allowance payment from the Commonwealth.   

20.8 Initial Payments may be recoverable as outlined in the SRSS Operational Procedures Manual.  

Basic Starter Package: 

Band 3 

20.9 The SRSS Provider must provide a Basic Starter Package to Band 3 SRSS Recipients who 
have exited Held Detention immediately on arrival in Provided Accommodation.  The Basic 
Starter Package must comprise staple foods, some fresh foods and some basic cleaning and 
personal products.  The SRSS Provider must ensure the package includes sufficient items to 
allow the SRSS Recipient to prepare a simple first meal and to reside in the house 
comfortably until they are able to go to a supermarket.   

20.10 The SRSS Provider must ensure all food provided as part of the Basic Starter Package is 
culturally appropriate and is tailored to the needs of the SRSS Recipient. 
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20.11 The SRSS Provider must ensure the Basic Starter Package is prepared and delivered in 
accordance with the SRSS Operational Procedures Manual.  The cost must be within the pre-
approved expenditure amount and the Service must be recorded in departmental systems. 

20.12 SRSS Providers must only provide the Basic Starter Package to SRSS Recipients once.  The 
SRSS Provider must inform the SRSS Recipient that they must use their Initial Payment and 
subsequent Living Allowance to purchase or replace items as needed. 

Band 4 

20.13 If Band 4 SRSS Recipients arrive in the community after 5:00pm, the SRSS Provider must 
provide the SRSS Recipient basic food and personal items as outlined in the SRSS 
Operational Procedures Manual. 

Parameters of the SRSS Programme and SRSS Recipient Responsibilities (All SRSS 
Recipients): 

20.14 The SRSS Provider must explain that the SRSS Programme is only available while the SRSS 
Recipient meets certain eligibility criteria, and it is conditional on their cooperation to help 
resolve their immigration status and their behaviour.  If the Department informs the SRSS 
Provider that the SRSS Recipient is no longer eligible, the SRSS Recipient must be 
transitioned out of the SRSS Programme. 

20.15 As relevant, the SRSS Provider must ensure SRSS Recipients understand the importance of 
their responsibility for: 

20.15.1 abiding by their Visa or Residence Determination conditions (this may include 
restrictions on the right to work and study); 

20.15.2 their personal safety and the safety of Minors in their care; 

20.15.3 contacting a Carer or Case Worker if there is a medical or other emergency (after 
dialling 000); 

20.15.4 following safety procedures; 

20.15.5 ensuring children of mandatory school ages attend school; 

20.15.6 abiding by all Commonwealth and relevant State or Territory Laws; 

20.15.7 adhering to acceptable standards of behaviour in the community, including those 
stipulated in the Code of Behaviour; and 

20.15.8 complying with reasonable directions and rules set by the Department, the 
Detention Service Provider, their Carer and their Case Worker. 

21. NEEDS ASSESSMENTS AND CASE PLANS 

Band 1:  

21.1 The SRSS Provider must constructively contribute to the development of the SRSS 
Recipient’s Individual Management Plan (which is similar to a Case Plan) managed by the 
Detention Service Provider, where possible in cooperation with the Detention Service 
Provider during its creation, otherwise within 5 Business Days of receiving the Plan. 
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Bands 2-6: 

21.2 The SRSS Provider must employ Case Workers to conduct needs assessments and develop 
Case Plans for each Case in their care.  A Case is either a single SRSS Recipient or a family 
group as identified by the Department.  

21.3 In exceptional circumstances, the Department may require the SRSS Provider to undertake an 
initial needs assessment before an SRSS Recipient enters the community, for example: 

21.3.1 where an SRSS Recipient displays high levels of need that may impact on their 
accommodation requirements; or 

21.3.2 where an SRSS Recipient is likely to require immediate specialist attention on 
arrival in the community. 

21.4 When undertaking a needs assessment to develop a Case Plan, the Case Worker must: 

21.4.1 take into account any information provided in the Referral process or Band 6 
Application as relevant; 

21.4.2 involve the SRSS Recipient(s) (Case) in identifying their needs; 

21.4.3 identify the care and welfare support required by the SRSS Recipient; 

21.4.4 develop strategies to identify and build on the SRSS Recipient’s strengths so they 
are able to achieve a level of self-sufficiency;  

21.4.5 pay particular attention to the needs of young people (people aged 15-25 years), 
including focussing specifically on developing suitable plans to engage them in 
meaningful activities; and  

21.4.6 ensure recommended Services are in accordance with the SRSS Operational 
Procedures Manual. 

21.5 The SRSS Provider must submit Case Plans (Bands 2 - 6) to the Department within 10 
Business Days of the SRSS Recipient’s placement in their Care.  

21.6 Initial Case Plans for SRSS Recipients in Bands 2, 3 and 5 require departmental approval.  
Band 4 and 6 Case Plans will be reviewed for quality and consistency with policy through 
either random or targeted sampling by the Department. 

21.7 The SRSS Provider must implement the Case Plan at the earliest opportunity after it has been 
finalised and, where relevant, approved by the Department. 

21.8 Case Plans must be developed in accordance with the SRSS Operational Procedures Manual.  

Case Plan Reviews: 

21.9 The SRSS Provider must ensure Case Workers review Case Plans with SRSS Recipients in 
Bands 2, 3, 5 and 6 (Case Plan Review) every time a Case Worker contacts an SRSS 
Recipient to ensure appropriate levels of support are in place and the SRSS Recipient is 
building on strengths to achieve a level of self-sufficiency. 
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Updates, Escalations, Notifications and Requests: 

21.10 Where there is a change in the SRSS Recipient’s circumstances, the SRSS Provider must 
ensure the Department is informed of those changes through a Case Plan Update, Escalation, 
Notification or Request in accordance with the SRSS Operational Procedures Manual.   

21.11 Situations where one or more of these functions (Case Plan Update, Escalation, Notification 
or Request) is required, include: 

21.11.1 a change in the needs or wellbeing of an SRSS Recipient; 

21.11.2 there is a need for extra funds or Services not already approved or pre-approved 
in accordance with the SRSS Operational Procedures Manual; 

21.11.3 a change in family composition; and 

21.11.4 a change of address or overnight stay request for SRSS Recipients in the 
community under Residence Determination arrangements (Bands 2 and 3). 

21.12 All Case Plan Updates, Escalations, Notifications and Requests must be submitted to the 
Department within 10 Business Days of the SRSS Provider becoming aware of the SRSS 
Recipient's relevant needs. 

21.13 The SRSS Provider must not use these functions for Incident reporting.  The SRSS Provider 
must comply with the Incident reporting requirements at paragraphs 30.1 to 30.15 below. 

Support Recommendation - Bands 2, 3, 5 and 6: 

21.14 Where there is a change to an SRSS Recipient’s circumstances or status that may affect their 
eligibility for the SRSS Programme, and where an SRSS Recipient is due to exit a Band, the 
SRSS Provider must make a Support Recommendation about the SRSS Recipient’s ongoing 
support requirements.  

21.15 The SRSS Provider must submit a Support Recommendation to the Department where the 
SRSS Provider is making a recommendation: 

21.15.1 to transition an SRSS Recipient between Bands; or 

21.15.2 to recommend that the SRSS Recipient is no longer in need of support through 
the SRSS Programme. 

Support Recommendation - Band 4: 

21.16 The SRSS Provider must submit a Support Recommendation to the Department no later than 
10 Business Days before an SRSS Recipient is due to exit Band 4.  

22. FINANCIAL HARDSHIP ASSISTANCE 

22.1 If either the SRSS Provider or the Department identifies that an SRSS Recipient in Bands 2-6 
is in need of additional assistance to address an immediate financial crisis situation, the SRSS 
Provider must undertake a needs assessment and deliver Financial Hardship Assistance to the 
SRSS Recipient in accordance with the SRSS Operational Procedures Manual.   

22.2 Where possible, the SRSS Provider must provide ‘in-kind’ support (not cash). 
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22.3 The SRSS Provider must work with all SRSS Recipients who have received Financial 
Hardship Assistance to mitigate any ongoing need for such support. 

23. ESSENTIAL REGISTRATIONS 

23.1 The SRSS Provider must assist all SRSS Recipients with Essential Registrations in a timely 
manner, including for health, education and Living Allowances. 

Health and Wellbeing: 

23.2 The SRSS Provider must educate SRSS Recipients about available physical and mental health 
services and how to access those services as relevant to each Band. 

Bands 1, 2 and 3: 

23.3 All SRSS Recipients in Bands 1-3 will be registered with the Detention Health Service 
Provider by the Department.  The Detention Health Service Provider will facilitate access to 
health services, including general practitioners and pharmacies. 

23.4 The Detention Health Service Provider will send individual health cards to the SRSS Provider 
for SRSS Recipients in Band 2 and 3 soon after the SRSS Provider has confirmed the referral.  
The SRSS Provider will also receive advice on the SRSS Recipient’s allocated general 
practitioner and pharmacy.   

23.5 The SRSS Provider must give the SRSS Recipient their health card as soon as they enter the 
community.  The SRSS Provider must explain the Detention Health Service Provider system 
to the SRSS Recipient, and link the SRSS Recipient to their allocated general practitioner and 
pharmacy.   

23.6 The SRSS Provider must assist the SRSS Recipient to make and attend their first appointment 
with their general practitioner within their first month in the community.  The SRSS Provider 
must ensure the SRSS Recipient provides their general practitioner with a copy of their health 
discharge assessment at their first appointment (the SRSS Recipient will receive two copies of 
this assessment when they exit an Immigration Detention Facility, as outlined in the SRSS 
Operational Procedures Manual).   

23.7 The SRSS Provider must assist the SRSS Recipient to make appointments, and raise new and 
outstanding health issues with the Detention Health Service Provider.  The SRSS Provider 
must educate the SRSS Recipient about how to access eligible Services independently. 

23.8 The SRSS Provider must not pay any health related invoices for SRSS Recipients in Bands 1, 
2 or 3.  The SRSS Provider must ensure the SRSS Recipient’s Detention Health Service 
Provider card is returned within five Business Days of moving out of Bands 2 or 3. 

Bands 4, 5 and 6: 

23.9 The Department will identify SRSS Recipients who may be eligible for Medicare.  The SRSS 
Provider must assist those SRSS Recipients to register with Medicare within 10 Business 
Days of receiving the Case and provide a basic overview of the services available to them.  

23.10 For SRSS Recipients who are not eligible for Medicare, the SRSS Provider must assist the 
SRSS Recipient to access required health services and pay for the required health services at 
an amount which is equivalent to the cost of services which would have otherwise been 
reimbursed to the SRSS Recipient through the Medicare Benefit Scheme. 
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23.11 The SRSS Provider must educate the SRSS Recipient about their responsibility for any costs 
that exceed the Medicare benefit.  In exceptional circumstances, where an SRSS Recipient is 
unable to meet those costs, the SRSS Provider must submit an application for funding 
detailing the treatment being sought with relevant referrals to the Department as a payment 
Request in accordance with the SRSS Operational Procedures Manual. 

23.12 The SRSS Provider must assist eligible SRSS Recipients to locate an appropriate bulk-billing 
service. 

Visa related health checks: 

23.13 If required, the Department will Notify the SRSS Recipient about the types of tests required 
for their Visa application.  For SRSS Recipients in Bands 4 - 6, the SRSS Provider must pay 
and invoice the Department for Visa related health checks if the SRSS Recipient is unable to 
make the payment themselves.  The Department will reimburse these amounts in accordance 
with Attachment B. 

Mental Health - Bands 1 - 6: 

23.14 The SRSS Provider must monitor the mental health of SRSS Recipients in their care and 
assist with referrals if it becomes aware of a Recipient having mental health issues.  If the 
Department has provided information about a mental health issue for a particular SRSS 
Recipient, the SRSS Provider must assist that SRSS Recipient to make and attend an 
appointment with their general practitioner as soon as possible for treatment or referral as 
needed. 

23.15 The SRSS Provider must ensure any change in an SRSS Recipient’s mental health is recorded 
in their Case Plan and reported to the Department in line with the reporting requirements 
outlined under Incident Reporting at paragraphs 30.1 to 30.15 below.  The SRSS Provider 
must refer the SRSS Recipient to an appropriate mental health practitioner or general 
practitioner as soon as possible in accordance with the SRSS Operational Procedures Manual.  
The SRSS Provider should inform the Department of those instances where an SRSS 
Recipient refuses to engage with mental health professionals. 

23.16 The SRSS Provider must ensure Carers and Case Workers are familiar with mental health first 
aid to give them the skills to support SRSS Recipients who may develop a mental health 
problem or experience a ‘mental health crisis’ until the SRSS Recipient is able to access 
appropriate professional treatment or until the crisis resolves. 

Education: 

23.17 The Department will work with educational institutions to give school-aged children access to 
school while in the SRSS Programme.  The SRSS Provider must assist SRSS Recipients to 
enrol school-aged children in Bands 2, 3, 5 and 6 in those schools within five School Days of 
entering their Care, with the exception of special needs children where it is acknowledged that 
the enrolment process may take longer.  Where the SRSS Provider is finding it difficult to 
meet this timeframe, they must raise the issue with the Department. 

23.18 The SRSS Provider must assist Parents, Custodians, Carers and guardians in overcoming 
barriers to the child’s attendance at school. 

23.19 The SRSS Provider must work with SRSS Recipients who are Unaccompanied Minors to 
overcome barriers to their attendance at school. 
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Schooling Requirements Package: 

23.20 The SRSS Provider must provide SRSS Recipients who are eligible school aged children with 
a Schooling Requirements Package before they commence school.  This Service must be 
delivered on a needs basis and in accordance with the SRSS Operational Procedures Manual.   

23.21 SRSS Recipients are able to retain items purchased with the Schooling Requirements Package 
when they move to a different Band or exit the SRSS Programme. 

English as a Second Language (ESL) Education: 

23.22 The Department gives some SRSS Recipients access to Department funded ESL Classes.  The 
details of eligibility are outlined in the SRSS Operational Procedures Manual.  The SRSS 
Provider must discuss ESL needs with adult SRSS Recipients and arrange their enrolment in 
accordance with their entitlements. 

23.23 If an SRSS Recipient who is attending ESL Classes is transferred to another location, the 
SRSS Provider must notify the ESL provider as early as possible to cease enrolment. 

23.24 If an SRSS Provider is receiving an SRSS Recipient from another location, the SRSS 
Provider must work with the local ESL provider to ensure any remaining ESL entitlements 
can be accessed in their new location.  

Living Allowance: 

23.25 The SRSS Provider must assist SRSS Recipients in Bands 2-6 to open a bank account within 
five Business Days of moving into the Australian community.   

23.26 SRSS Recipients need a bank account in order to register with the Department of Human 
Services for Living Allowance payments. 

23.27 The SRSS Provider must register all SRSS Recipients in Bands 2-6 with the Department of 
Human Services within five Business Days of the SRSS Recipient moving into the Australian 
community.   

23.28 The SRSS Provider must ensure all eligible SRSS Recipients receive basic financial 
management guidance to support them in managing their Living Allowances effectively.  
SRSS Providers must also ensure SRSS Recipients are informed about the expenses for which 
they are responsible. 

23.29 The SRSS Provider must provide ongoing basic financial management guidance where 
required. 

Childcare: 

23.30 In exceptional circumstances, families with young children in Band 3 (and other Bands if 
instructed by the Department) may be eligible for childcare assistance to enable the adult(s) to 
attend appointments or ESL Classes.  The SRSS Provider must first investigate alternatives, 
such as care with a relative or friend.  Where an alternative arrangement cannot be found, the 
SRSS Provider must submit a Payment Request to the Department for approval.  If approved, 
the SRSS Provider must assist the SRSS Recipient to access the approved childcare for the 
duration of the appointment or class and make the necessary payments.  Payments will be 
reimbursed by the Department in accordance with Attachment B. 

113

Document 1



114 

 

24. ORIENTATION ASSISTANCE SERVICES 

24.1 The SRSS Provider must ensure eligible SRSS Recipients are offered necessary orientation 
Services to help them to adjust to their environment (their Alternative Place of Detention or 
the community, as relevant).  The SRSS Provider must ensure the orientation Services 
planned and delivered to each SRSS Recipient are detailed in their Case Plan (or Individual 
Management Plan, as relevant). 

24.2 Participation is not mandatory, but it is encouraged.  The SRSS Provider must accurately 
record an SRSS Recipient’s decision not to participate in or receive orientation Services in the 
SRSS Recipient’s Case Plan (or Individual Management Plan, as relevant). 

24.3 The SRSS Service Provider is responsible for providing orientation to SRSS Recipients in 
Band 1.  The SRSS Provider must ensure the SRSS Recipient is able to access information 
appropriately and receives any necessary orientation support. 

24.4 Orientation Services for SRSS Recipients in the Community can be broken into: 

24.4.1 initial orientation; and 

24.4.2 more comprehensive orientation support. 

24.5 The SRSS Provider must provide an initial orientation within the first week of the SRSS 
Recipient (Bands 2, 3 and 4) entering their care.  Initial orientation must cover basic 
information to assist the SRSS Recipient during their first weeks in the community (or their 
new local area, in the case of a transfer from one location to another where required).  Topics 
to be covered for initial orientation include: 

24.5.1 identifying the location of a general practitioner and pharmacy; 

24.5.2 explaining the proper use of emergency services; 

24.5.3 identifying the location of ATMs and instruction on how to use them; 

24.5.4 explaining and identifying the location of public transport, timetables and maps; 

24.5.5 identifying the location of local shops; 

24.5.6 identifying the location of local schools for children (if applicable); 

24.5.7 identifying the location of parks and recreation areas; 

24.5.8 identifying the location of library and other community facilities, including 
internet facilities; 

24.5.9 identifying the location of the Department’s closest office; 

24.5.10 introducing and linking in with ethnic and religious community groups, places of 
worship, and other community groups, such as play groups, mothers groups, 
community centres; and 

24.5.11 providing basic information about rules and Laws, including: 

24.5.11.1 adherence to the Code of Behaviour; 
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24.5.11.2 child safety legislation, including mandatory reporting of suspected 
neglect and abuse; 

24.5.11.3 domestic violence legislation; 

24.5.11.4 race and sex discrimination legislation; 

24.5.11.5 appropriate public behaviour; 

24.5.11.6 theft and damage to property; 

24.5.11.7 alcohol and drug Laws, including age restrictions and driving under 
the influence; and 

24.5.11.8 road safety. 

24.6 The SRSS Provider must commence more comprehensive orientation Services within the first 
month of the SRSS Recipient entering the community to assist SRSS Recipients in Bands 2, 
3, 4, 5 and 6 to adjust to life in the Australian community, where required.  This can be done 
in a group situation, such as a course, or individually and it must represent value for money.  

24.7 The SRSS Provider must ensure orientation Services are delivered at a level suitable to the 
SRSS Recipient’s learning ability, in a language they understand and at appropriate times that 
accord with their other commitments. 

24.8 The SRSS Provider must ensure the more comprehensive orientation Services reinforce key 
messages introduced during the initial orientation, and expands on the SRSS Recipient’s 
existing knowledge.  Topics to be covered include: 

24.8.1 local orientation and settling in; 

24.8.2 money management; 

24.8.3 accommodation; 

24.8.4 youth issues including parenting skills and managing teenagers in Australian 
context; 

24.8.5 education; 

24.8.6 family life including managing family conflict and responding to domestic 
violence; 

24.8.7 health; 

24.8.8 cultural issues and communication skills; and 

24.8.9 life in the Australian community, including a focus on rights and responsibilities 
and the Code of Behaviour. 

24.9 Additional detail is outlined in the SRSS Operational Procedures Manual. 

24.10 The objective of the broader orientation Services is to give participants the skills necessary to 
help them achieve a level of independence in the community and to ensure they understand 
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their responsibilities.  The SRSS Provider is responsible for building in competency measures 
to ensure key messages are understood.  Basic competency requirements are outlined in the 
SRSS Operational Procedures Manual. 

24.11 The SRSS Provider must conduct a needs assessment to determine whether SRSS Recipients 
in Bands 5 and 6 require orientation Services.    Orientation Services must be delivered to 
SRSS Recipients in Bands 5 and 6 in accordance with the SRSS Operational Procedures 
Manual, or as otherwise instructed by the Department. 

24.12 Where an SRSS Recipient transfers between Bands, SRSS Providers or locations, SRSS 
Providers must determine whether or not there is an ongoing need for orientation Services, 
and if required, they must ensure the SRSS Recipients are offered appropriate orientation 
Services. 

24.13 The SRSS Provider must aim to complete their more comprehensive orientation Services 
within three months from the date of commencement.  Should the SRSS Provider assess the 
SRSS Recipient as needing additional orientation Services beyond the three month timeframe, 
the SRSS Provider must provide an explanation and seek departmental approval. 

24.14 The SRSS Provider must ensure departmental Case Managers and employees from the 
Assisted Voluntary Return Programme are given an opportunity to contribute to the 
orientation Services. 

25. MEANINGFUL ENGAGEMENT ASSISTANCE 

Band 1: 

25.1 The SRSS Provider must consult with the Department and Other Providers to identify, 
develop, deliver and facilitate programmes and activities which are appropriate to the abilities 
and needs of the SRSS Recipient and to the specific site (Alternative Place of Detention, that: 

25.1.1 provide opportunities for recreation; 

25.1.2 enhance English language skills; and 

25.1.3 progress independent living skills. 

25.2 The SRSS Provider must obtain approval from the Department before developing or 
commencing any programmes or activities. 

25.3 Where equipment is required, the SRSS Provider must take responsibility for ensuring goods 
are cost effective, have departmental approval for the expenditure and ensure the goods are 
appropriately maintained. 

25.4 The SRSS Provider must provide performance reporting on recreational and educational 
programmes in the SRSS Provider Performance Report as attached to the SRSS Operational 
Procedures Manual. 

25.5 The SRSS Provider must also liaise with the Detention Service Provider to ensure SRSS 
Recipients can participate fully in programmes and activities managed by the Detention 
Service Provider, and assist them to do so.  This includes assisting SRSS Recipients to use the 
Detention Service Provider’s Individual Allowance Programme and the Household 
Allowance Scheme, details of which can be found in the SRSS Operational Procedures 
Manual.   

116

Document 1



117 

 

25.6 The SRSS Provider must support SRSS Recipients to freely practice their religion.  This 
includes: 

25.6.1 ensuring there are sufficient and appropriate supplies within the Alternative Place 
of Detention and informing the Detention Service Provider and the Department 
where there are insufficient supplies; 

25.6.2 liaising with relevant stakeholders to facilitate the delivery of appropriate 
religious services and celebrations; and 

25.6.3 respecting the SRSS Recipient’s religious beliefs. 

25.7 The SRSS Provider must assess the independent living skills of SRSS Recipients and provide 
support to develop those skills as outlined in the SRSS Operational Procedures Manual. 

Band 2: 

25.8 The Department provides an allowance for Band 2 SRSS Recipient participation in 
meaningful engagement activities.  The SRSS Provider is required to facilitate access to 
approved activities using this allowance, in accordance with the SRSS Operational Procedures 
Manual.  Financial or similar monetary support from government and charitable or not-for-
profit organisations in the community should not be accessed. 

Bands 3-6: 

25.9 Meaningful engagement assistance for SRSS Recipients in Bands 3 to 6 is a linking service.  
The Department will not fund the SRSS Provider to develop or deliver activities for SRSS 
Recipients in Bands 3-6.   

25.10 The SRSS Provider must work with SRSS Recipients in Bands 3-6 to identify existing 
activities that will help manage their physical and mental health and assist them to achieve a 
level of self-sufficiency and social inclusion within the community. 

25.11 The SRSS Provider must link SRSS Recipients to existing activities or non-government 
organisations with the capacity to engage them in appropriate volunteering opportunities or 
social, cultural and sporting activities.  Information on appropriate activities and approval 
requirements is contained in the SRSS Operational Procedures Manual.  Case Plans must 
clearly demonstrate genuine attempts to link SRSS Recipients to meaningful activities.  In 
doing so, the SRSS Provider must involve the SRSS Recipient in identifying appropriate 
activities while managing their expectations. 

25.12 The SRSS Provider must inform the SRSS Recipient (Bands 3-6) that they must use their 
Living Allowance to meet any associated costs for meaningful engagement activities.   

26. TRANSITION OUT SERVICES (SRSS RECIPIENT) 

26.1 The Department will Notify the SRSS Provider if an SRSS Recipient ceases to be eligible for 
the SRSS Programme and is required to exit the SRSS Programme.  Transition Out Services 
are only required to be provided in respect of an SRSS Recipient if the SRSS Recipient is 
required to exit the SRSS Programme. 

26.2 Once Notified and where the transition out does not immediately (where the SRSS Recipient 
is not re-detained), the SRSS Provider must develop and submit a Transition Out Plan for 
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SRSS Recipients in Bands 2, 3, 4 and 5 to the Department within five Business Days of 
receiving the Notification from the Department. 

26.3 The Transition Out Plan must include details of all necessary steps to wind down support, 
including assisting with Essential Registrations to mainstream services and linking the SRSS 
Recipient to other providers as required.  The SRSS Provider must identify possible referrals 
to the Assisted Voluntary Return Programme or the Unaccompanied Humanitarian Minors' 
Programme, which will be assessed and approved by the Department as appropriate. 

26.4 Transition Out Plans for SRSS Recipients in Bands 2, 3, 4 and 5 require approval by the 
Department.  Once approved, the SRSS Provider must implement the Transition Out Plan and 
cease services to SRSS Recipients within the timeframes set out in the approved Transition 
Out Plan for those SRSS Recipients. 

26.5 While a Transition Out Plan is not required for approval for SRSS Recipients transitioning 
out of Band 6, the SRSS Provider must still assist the SRSS Recipient with Essential 
Registrations to mainstream services as needed. 

Bands 2 and 3: 

26.6 The SRSS Provider must complete the Exit Checklist in the CCMDS portal for all Band 2 and 
3 SRSS Recipients exiting the SRSS Programme. 

26.7 The SRSS Provider must ensure the SRSS Recipient exits Provided Accommodation when 
they are no longer eligible and Notify the Department when the SRSS Recipient has exited 
the property. 

26.8 The SRSS Provider must retrieve the SRSS Recipient's Detention Health Service Provider 
card and return it to the Detention Health Service Provider office within five Business Days 
of the SRSS Recipient exiting the SRSS Programme. 

27. TRANSITION OUT TIMEFRAMES 

27.1 The timeframes for transitioning an SRSS Recipient out of the SRSS Programme are as 
follows: 

27.1.1 if the SRSS Recipient is granted a Substantive Visa: 

27.1.1.1 the Department will Notify the SRSS Provider;   

27.1.1.2 the SRSS Provider then has 20 Business Days from Notification, 
unless otherwise directed, to transition out SRSS Recipients in Bands 
2-5; and 

27.1.1.3 the SRSS Provider has seven Business Days from Notification to 
transition out SRSS Recipients in Band 6, 

and the SRSS Provider can continue providing Services to the SRSS Recipient 
until the end of the period calculated in accordance with the above paragraph; 

27.1.2 if the SRSS Recipient has elected to depart Australia voluntarily: 

27.1.2.1 the Department will Notify the SRSS Provider; and 
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27.1.2.2 the SRSS Provider can continue to provide Services to the SRSS 
Recipient for up to 30 Business Days from Notification, and must 
transition out the SRSS Recipient during this time, in accordance 
with instruction from the Department; 

27.1.3 if the SRSS Recipient is being removed from Australia following a negative final 
outcome on their Visa application (they refuse to depart voluntarily): 

27.1.3.1 the Department will Notify the SRSS Provider; and 

27.1.3.2 if the SRSS Recipient is not re-detained in an Immigration Detention 
Facility, the SRSS Provider can provide support for up to 20 
Business Days, and must transition out the SRSS Recipient during 
this time, in accordance with instruction from the  Department. 

27.2 If the SRSS Recipient is re-detained in an Immigration Detention Facility, the SRSS Provider 
must cease providing Services immediately on notification from the Department (unless they 
are in Band 2 and moving to Band 1, which would constitute a Transfer between Bands). 

27.3 If the SRSS Recipient is refusing to cooperate with the Department to resolve their 
immigration status, the Department will determine the transition out timeframes based on the 
individual circumstances.  The SRSS Provider must comply with those timeframes, and cease 
services as instructed by the Department. 
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PART 4 - CONTRACT ADMINISTRATION 

28. CONTRACT ADMINISTRATION 

Departmental Responsibilities 

28.1 The Department is responsible for the coordination and management of the SRSS 
Programme. This includes overall programme and policy guidance and oversight, 
performance management, financial management, administration of a departmental quality 
assurance programme, and all ministerial and parliamentary reporting.  The Department is 
responsible for the referral of SRSS Recipients to SRSS Providers within Contract Regions, 
determining the SRSS Recipient’s Band, and providing Case Management support to SRSS 
Recipients in Bands 1-5.  The Department will also provide SRSS Programme-specific 
training as detailed in paragraphs 33.15 to 33.22. 

SRSS Provider Responsibilities 

28.2 The SRSS Provider must manage and administer delivery of the Services as part of the SRSS 
Programme, including: 

28.2.1 meeting contractual obligations; 

28.2.2 management and maintenance of facilities and equipment for which it is 
responsible under the Contract; 

28.2.3 human resource management of its Personnel; 

28.2.4 training of its Personnel; 

28.2.5 contract management and programme implementation, planning and delivery; 

28.2.6 preparing and compliance with all applicable operational and procedural manuals 
in accordance with the Contract; 

28.2.7 its risk management; 

28.2.8 its records management; 

28.2.9 its financial management;  

28.2.10 compliance with information technology requirements including as detailed in the 
Contract; 

28.2.11 continuous improvement, quality assurance and performance reporting as detailed 
in the Contract; and 

28.2.12 stakeholder collaboration and engagement including as required by the Contract. 

Facilities and Equipment 

28.3 The SRSS Provider must ensure it has offices that are readily accessible for SRSS Recipients 
in each metropolitan and regional centre in which they operate.  These offices must be 
accessible by public transport and must include areas where SRSS Recipients can discuss 
issues of a personal or sensitive nature confidentially. 
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28.4 The SRSS Provider must ensure any premises used to deliver orientation Services has 
bathroom facilities, is suitable to the size of the group, and is easily accessible for public 
transport. 

28.5 All premises must comply with local building codes, and applicable workplace health and 
safety Laws, and facilitate access to people with disabilities. 

28.6 The SRSS Provider must provide and maintain all items necessary, and incidental, to the 
delivery of the Services.  This includes, but is not limited to computing systems, software, 
printers, faxes, furniture and vehicles. 

Assets and Property Management: 

28.7 The SRSS Provider must develop an Assets and Property Register, incorporating Intellectual 
Property, tangible and intangible Assets, and submit this to the Department at the end of the 
Contract Transition In Period.  The SRSS Provider must maintain and update the Assets and 
Property Register to ensure that it is accurate and up-to-date at all times.  An updated Asset 
and Property Register must be submitted to the Department every six months on 
30 September and 30 March throughout the Term.   

28.8 In the Assets and Property Register, the SRSS Provider must separately identify all 
Intellectual Property incorporated in or related to the Services. 

28.9 Commonwealth Assets may be made available to the SRSS Provider during the Contract 
Transition In Period from either the Department or from Other Providers as determined by the 
Department.  Commonwealth Assets under the care, custody and control of the SRSS 
Provider to assist in programme delivery remain the property of the Commonwealth. 

28.10 The SRSS Provider must maintain (as part of the Assets and Property Register), for any 
Commonwealth Assets provided or made available to it: 

28.10.1 a register of all items that are both portable and valued at $500 or more; and 

28.10.2 a register of all items valued at $2000 or more. 

28.11 The SRSS Provider must also maintain a record of all real property leased or owned by the 
SRSS Provider and used for the purposes of accommodating SRSS Recipients. 

29. COMMUNICATION WITH SRSS RECIPIENTS 

29.1 The SRSS Provider must establish arrangements to use and pay for NAATI accredited 
interpreters and translators when their use is appropriate to the importance or sensitivity of the 
communication.  

29.2 Without limiting paragraph 29.1, the SRSS Provider must use a professional interpreter with 
NAATI accreditation (Level 3 or above) when assisting SRSS Recipients to access legal or 
medical services, or where there is a particular need for the SRSS Recipient’s confidentiality.  
Alternative arrangements, such as non-accredited interpreting services, are only acceptable 
where the SRSS Provider has exhausted all options for a professional interpreting service with 
NAATI accreditation. 
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29.3 The SRSS Provider must ensure there are processes in place to ensure all essential written 
communication is translated into a language understood by the SRSS Recipient, including any 
legal documentation such as SRSS Recipient declarations, emergency information, how to 
contact emergency services and information on household safety.  The SRSS Provider must 
also ensure there are processes to identify and address the needs of illiterate and pre-literate 
SRSS Recipients, to ensure they understand the information that is being provided to them. 

29.4 As SRSS Recipients are neither citizens nor permanent residents they are not eligible to 
access fee-free services under the Department’s Translating and Interpreting Service (TIS).  
SRSS Providers may make arrangements to use these services on a commercial basis and will 
be responsible for the cost of doing so. 

29.5 The operations manual must include practices, guidelines and procedures for both written and 
oral communication with SRSS Recipients. 

Stakeholder and SRSS Recipient complaints and grievances 

29.6 The SRSS Provider must develop a policy for dealing with stakeholder and SRSS Recipient 
complaints and grievances.  The policy must include: 

29.6.1 a mechanism for promoting the SRSS Provider’s complaints management process 
to all SRSS Recipients in languages understood by SRSS Recipients; 

29.6.2 a mechanism for addressing complaints that are raised and for communicating the 
response to the complainant; 

29.6.3 clear guidance to SRSS Recipients on how they can escalate matters to the 
Department should any matter not be dealt with to the SRSS Recipient’s 
satisfaction; 

29.6.4 information about the Department’s Global Feedback Unit; and 

29.6.5 an outline of how all information identified in the paragraphs above is 
communicated to SRSS Recipients. 

29.7 The operations manual must include practices, guidelines and procedures for managing and 
responding to stakeholder and SRSS Recipient complaints and grievances. 

24 Hour Contact 

29.8 The SRSS Provider must establish processes for providing all SRSS Recipients with a 24-
hour SRSS Provider emergency telephone contact number.  SRSS Recipients must be 
informed of when and how to use the contact number. 

29.9 The SRSS Provider must also provide a 24-hour on-call SRSS Provider telephone contact 
number for the Department to use in case of emergency or other high-priority issues or events. 

29.10 The operations manual must include practices, guidelines and procedures for 24-hour 
emergency contacts for both SRSS Recipients and the Department. 
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30. INCIDENT MANAGEMENT AND REPORTING 

30.1 The SRSS Provider must ensure the safety of SRSS Recipients, staff and other people present 
in the workplace, including in a manner that is consistent with the requirements of the Work 

Health and Safety Act 2011 (Cth) and relevant State/Territory legislation. 

30.2 As part of the operations manual, the SRSS Provider must develop workplace health and 
safety Incident management and reporting policies and procedures consistent with the Work 

Health and Safety Act 2011 (Cth) and relevant State/Territory legislation.  These policies and 
procedures must detail the strategies that will be adopted to prevent Incidents from occurring, 
and for responding to Incidents when they do occur. 

30.3 If Incidents do occur, the SRSS Provider must ensure its Personnel, including Subcontractor 
Personnel, report Incidents in a manner that meets the timeframes set out in the Contract or as 
otherwise required by the Department.  The SRSS Provider must also report Incidents to other 
Commonwealth, State and Territory agencies to the extent required by legislation, this 
Contract or as requested by the Department. 

Band 1 

The SRSS Provider must provide regular, as needed or as requested, reports to the 
Department, the Detention Service Provider and relevant Other Providers on SRSS Recipient 
welfare issues.  Where an Incident is submitted to the Department, the SRSS Provider must 
notify the Detention Service Provider immediately to ensure they are aware of the Incident 
and are able to manage it appropriately.  

Timeframes Band 1:  

30.4 Critical Incidents: 

30.4.1 The SRSS Provider must report Critical Incidents to the Department by telephone 
immediately (within 30 minutes of the SRSS Provider becoming aware of the 
Incident).  The SRSS Provider must follow with an email report to the 
Department and the Detention Service Provider within four hours.  

30.5 Major Incidents: 

30.5.1 The SRSS Provider must report Major Incidents to the Department and the 
Detention Service Provider by telephone immediately (within one hour of the 
SRSS Provider becoming aware of the Incident).  The SRSS Provider must 
submit a written report within six hours. 

30.6 Minor Incidents: 

30.6.1 The SRSS Provider must report Minor Incidents by written report within 24 hours 
to the Detention Service Provider. 

30.7 Indicators: 

30.7.1 The SRSS Provider must raise with the Department and the Detention Service 
Provider all concerns that may not as yet be considered an Incident in accordance 
with the Incident reporting protocol provided by the Department. 
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Timeframes Bands 2 to 6: 

30.8 Critical Incidents: 

30.8.1 The SRSS Provider must report Critical Incidents to the Department by telephone 
immediately (within 30 minutes of the SRSS Provider becoming aware of the 
Incident). The SRSS Provider must follow with an email report to the Department 
within one hour for Critical Incidents relating to the death of an SRSS Recipient.  
For all other Critical Incidents, the SRSS Provider must submit a written report 
within one Business Day. 

30.9 Major Incidents: 

30.9.1 The SRSS Provider must report Major Incidents to the Department by telephone 
immediately (within one hour of the SRSS Provider becoming aware of the 
Incident).  The SRSS Provider must submit a written report within two Business 
Days. 

30.10 Minor Incidents: 

30.10.1 For Bands 2 and 3, the SRSS Provider must report Minor Incidents to the 
Department by telephone within two hours of the SRSS Provider becoming aware 
of the Incident where there is attendance of State or Territory emergency services.  
For Bands 2 and 3, all other Minor Incidents must be reported to the Department 
by telephone at the earliest opportunity within business hours.  For Bands 2-6, the 
SRSS Provider must submit a written report within three Business Days. 

30.11 Indicators: 

30.11.1 The SRSS Provider must raise with the Department all concerns that may not as 
yet be considered an Incident in accordance with the SRSS Operational 
Procedures Manual. 

Follow up: 

30.12 After an Incident, the Department may request SRSS Provider Personnel, including relevant 
Subcontractor Personnel, to participate in a Case conference with the Department to discuss 
the Incident and agree on appropriate actions.  The SRSS Provider must comply with any 
such requests. 

Minors: 

30.13 The SRSS Provider must ensure all Personnel (including Subcontractor Personnel) and 
Custodians are aware of and comply with their responsibilities for Incident Reporting as 
Custodians under the Immigration (Guardianship of Children) Regulations 2001 (IGOC).  
These are outlined in the SRSS Operational Procedures Manual and the Department's Incident 
reporting protocols. 

30.14 Where the SRSS Provider has accepted Custodianship, failure to comply with the IGOC 
Regulations and to comply with responsibilities for report of Incidents is a criminal offence 
and will incur a penalty (fine).  

30.15 Failure by an SRSS Provider to meet any of the Incident reporting requirements of this 
Contract or reporting requirements arising from other relevant Commonwealth, State or 
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Territory child welfare Laws may result in the Department reconsidering the SRSS Provider’s 
suitability as Custodian of IGOC Minors and lead to a reduction in Services or action being 
taken for breach of the Contract. 

31. RECORDS MANAGEMENT 

31.1 The SRSS Provider must develop processes for records management.  

31.2 Without limiting or reducing the SRSS Provider’s obligations under the Contract, the SRSS 
Provider must: 

31.2.1 create, maintain, store securely and transfer records as requested to the 
Department in accordance with the Archives Act 1983 (Cth) and the Australian 
and International standard for records management, AS ISO 15489; 

31.2.2 ensure SRSS Recipient privacy is maintained in accordance with the Privacy Act 

1988 and the Australian Privacy Principles; 

31.2.3 produce timely, accurate and comprehensive records of all Services; 

31.2.4 transfer the custody of any hard or soft copy records to the Department within 
agreed timeframes acceptable to the Department; 

31.2.5 ensure records are safeguarded from unauthorised access or use; 

31.2.6 ensure all electronic records have been effectively backed up on a daily basis; and 

31.2.7 ensure that no data, record or report is inappropriately accessed, removed, lost or 
misplaced. 

31.3 In the creation of records, the SRSS Provider must: 

31.3.1 create and maintain an accurate and comprehensive record for each SRSS 
Recipient, including recording all action taken to deliver Services; 

31.3.2 reflect best practice record management practices; and 

31.3.3 ensure all Personnel, including Subcontractor Personnel, are familiar with the 
records management requirements and adhere to all processes, particularly 
regarding the collection and protection of Personal Information. 

31.4 The SRSS Provider must comply with any Commonwealth and Royal Commission record 
management requirements Notified to it, including record disposal freezes. 

31.5 The operations manual must include practices, guidelines and processes for records 
management and the treatment of Personal Information and Confidential Information. 

32. INFORMATION TECHNOLOGY REQUIREMENTS 

32.1 The SRSS Provider must have an information technology (IT) environment that meets the 
minimum IT requirements set by the Department.  Meeting these requirements will ensure 
departmental and SRSS Provider systems are compatible and the SRSS Provider is able to 
comply with the Department’s IT security protocols. 
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32.2 The operations manual must include practices, guidelines and processes for IT security which 
are consistent with the Contract. 

IT Policies: 

32.3 The SRSS Provider must develop and maintain appropriate SRSS IT policies and procedures 
for appropriate information management in accordance with the Protective Security Policy 
Framework and the Contract and demonstrate compliance with policy and handling 
requirements as required by the Contract. 

32.4 The SRSS Provider must engage an appropriately certified independent auditor to complete 
an annual IT security audit, and provide audit reports and compliance statements to the 
Department.  The SRSS Provider must bear all costs of the independent auditor.  The annual 
IT security audit is to be undertaken by an individual or company that has current IT audit 
certification in a security discipline.  Examples of appropriate certifications are: 

32.4.1 Certified Information Systems Auditor (CISA) - 
http://www.isaca.org/Certification/CISA-Certified-Information-Systems-
Auditor/Pages/default.aspx ;  

32.4.2 Information Security Registered Assessors Program (IRAP) - 
http://www.asd.gov.au/infosec/irap.htm ; 

32.4.3 ISO 27001 Lead Auditor - 
http://en.wikipedia.org/wiki/ISO/IEC_27001_Lead_Auditor ; or 

32.4.4 An equivalent IT audit certification. 

32.5 The department may assist SRSS Providers in the review of the suitability of the proposed 
auditor. 

32.6 For a list of possible audit companies, SRSS Providers could use the IRAP listing or go to the 
Austender site and select the standing offer notices 
(https://www.tenders.gov.au/?event=public.SON.search ) this will provide with a list of 
registered companies that provide IT services to government and therefore are familiar with 
government requirements. The department is not prescriptive as to which auditors should be 
used, and SRSS Providers can utilise any individual or company as long as they are 
independent and have current certification. 

32.7 The SRSS Provider must provide the Department with its SRSS IT policies and procedures 
for review in accordance with the following schedule: 

32.7.1 a draft within 20 Business Days of the Commencement Date for review; 

32.7.2 an updated version, if requested by the Department, as agreed between the 
Department and the SRSS Provider, and incorporating any changes requested by 
the Department; and 

32.7.3 an update annually on the anniversary of the Commencement Date (and revisions 
to the update if required by the Department). 

32.8 The SRSS IT policies and procedures must include: 
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32.8.1 a description of the SRSS Provider's IT policies, procedures and business 
processes to enable the Services to be provided in an efficient, secure and 
accountable manner in accordance with the Contract; 

32.8.2 a description of the SRSS Provider's IT security arrangements; 

32.8.3 a description of the SRSS Provider's Mobile Computing Policy if Mobile 
Computing Devices are used for the provision of the Services; 

32.8.4 a description of the SRSS Provider’s policies, protocols and safeguards for 
external storage devices; 

32.8.5 a description of the physical and internet protocol addresses of all locations where 
the Department’s systems will be accessed; 

32.8.6 the SRSS Provider's IT disaster recovery plan and business continuity 
arrangements; 

32.8.7 a description of the SRSS Provider's user access management; 

32.8.8 a description of the SRSS Provider's password management; 

32.8.9 a description of the SRSS Provider's process for handling data privacy, based on 
the Privacy Act and Australian Privacy Principles; 

32.8.10 a description of the SRSS Provider's IT Incident management and reporting; 

32.8.11 any locations from which the SRSS Provider's Personnel will be accessing 
departmental systems and information; and 

32.8.12 any static internet protocol (IP) addresses from which they will connect to the 
Department’s systems (to a limit of five). 

32.9 The SRSS Provider's IT policies and procedures must be developed in accordance with the IT 
Policies and any other security requirements provided by the Department. 

32.10 Where available, the SRSS Provider must use departmental systems, such as the Compliance, 
Case Management, Detention and Settlement (CCMDS) portal, as stipulated in the SRSS 
Operational Procedures Manual.  The SRSS Provider must ensure that its IT system can 
support the Siebel-based CCMDS system and is able to integrate new systems as and when 
requested by the Department. 

32.11 The SRSS Provider must use software compatible with the Microsoft Office Suite for general 
administrative purposes. 

32.12 The SRSS Provider’s IT helpdesk or nominated contact must be a single point of contact for 
all departmental IT system support issues.  SRSS Provider Personnel must not contact the 
Department’s IT Support directly, except via the nominated contact or the nominated back-up. 

IT Security Controls: 

32.13 The SRSS Provider must ensure that it complies with, and be able to demonstrate to the 
Department's satisfaction how the SRSS Provider and all its Personnel will satisfy: 
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32.13.1 the Department’s current ICT Security Instructions; 

32.13.2 the Department’s current Protective Security Instructions; 

32.13.3 the Department’s current Security Framework; and 

32.13.4 the Privacy Act and the Australian Privacy Principles. 

32.14 The SRSS Provider must not utilise offshore data storage services to store any departmental 
material or data. 

32.15 The SRSS Provider must comply with any Department-issued directives relating to security 
controls, security policies or procedures within a timeframe acceptable to the Department, 
depending on the criticality of the directive. 

32.16 In the case of a security breach, the SRSS Provider must cooperate with departmental security 
audits or investigations, and facilitate access by auditors and investigators to the SRSS 
Provider’s environment and other functions as requested. 

Training: 

32.17 The Department will provide training in the use of departmental IT systems.  

32.18 The SRSS Provider is responsible for ensuring all Personnel that access departmental IT 
systems have received relevant training in the use of those systems, the Department’s ICT 
Security Instructions, the Department’s Protective Security Instructions, and the Department’s 
Security Framework. 

32.19 The Department may restrict or deny access to its IT systems by any SRSS Provider 
Personnel, including Subcontractor Personnel. 

Data Retention: 

32.20 SRSS Provider must retain records associated with the provision of the Services for the period 
required by the Contract.  At expiry or termination of the Contract the SRSS Provider must, if 
required by the Department, transfer all records to the Department and destroy all copies it 
retains. 

IT Infrastructure: 

32.21 The SRSS Provider must meet its all costs of maintaining and operating its IT system and 
including the cost of the following: 

32.21.1 internet service provider charges; 

32.21.2 procurement and installation of any IT equipment (hardware and software) 
required; and 

32.21.3 software and hardware updates or maintenance required for all IT equipment, and 
any  other costs in complying with technology or security requirements under the 
Contract. 
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33. HUMAN RESOURCES 

33.1 The SRSS Provider must: 

33.1.1 recruit, train and roster Personnel with appropriate skills and qualifications to 
perform and deliver the Services; 

33.1.2 ensure that at all times there are adequate numbers of Personnel to perform and 
deliver the Services; 

33.1.3 ensure Personnel have been vetted appropriately and undergone and obtained all 
relevant National Police Checks in accordance with the Contract; 

33.1.4 ensure Personnel who work with SRSS Recipients in any capacity comply with 
applicable State and Territory child protection legislation, including undertaking 
necessary working with children or working with vulnerable people checks; 

33.1.5 provide counselling support to Personnel where appropriate (such as the 
Employee Assistance Programme); 

33.1.6 clearly define roles, responsibilities and duties for each Personnel; 

33.1.7 ensure Personnel are aware of the Principles and Objective of the SRSS 
Programme and the SRSS Provider's Obligations under this Contract; 

33.1.8 ensure all Personnel have access to, understand and comply with the 
Department’s SRSS Operational Procedures Manual and the SRSS Provider’s 
operations manual; and 

33.1.9 ensure all Personnel are aware of their Duty of Care obligations. 

33.2 All Carers should hold a current first aid certificate.  

Core Personnel Levels: 

33.3 The SRSS Provider must ensure it has adequate levels of Personnel to perform and deliver the 
Services required in accordance with the Contract.  The SRSS Provider should consider the 
number and mix, including gender, of Personnel available at all times. 

33.4 The number of Personnel necessary to perform the Services will vary.  The number of 
Personnel is dependent on the number of SRSS Recipients referred to the SRSS Provider, 
their Band and their level of need. Accordingly, the SRSS Provider must have the capacity to 
be flexible and increase or decrease Personnel to meet SRSS Programme requirements, while 
minimising the cost associated with such flexibility and scalability. 

33.5 When a need to adjust the number of Personnel is identified, the Department will consult with 
the SRSS Provider about the method and timeframe for implementing the adjustment.  If the 
Department requests the SRSS Provider to change the level or ratio of Personnel, the SRSS 
Provider must action the change within the timeframes prescribed by the Department. 

Behaviour of Personnel: 

33.6 Personnel must conduct themselves in a courteous manner at all times when dealing with 
SRSS Recipients, members of the public, the Department, and Other Providers. 
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33.7 The SRSS Provider must ensure its Personnel are aware of, and comply with, the Australian 
Public Service (APS) Code of Conduct at all times.  

33.8 The SRSS Provider must provide training to its Personnel to ensure that they are aware of 
their responsibility to maintain professional boundaries and standards. 

Police and Security Clearances: 

33.9 The SRSS Provider must ensure all Personnel who perform Services undergo a National 
Police Check before they commence duties.  The SRSS Provider must ensure that a condition 
of employment is that all Personnel who perform the Services must Notify the SRSS Provider 
of any relevant police matters that arise during their employment in the SRSS Programme. 

33.10 If a National Police Check has not been received before a proposed Personnel is ready to 
commence duty, the Department may provide approval on a case-by-case basis for that 
Personnel to commence work prior to obtaining clearance.  The SRSS Provider must obtain 
the Department’s approval before the relevant Personnel commences duty.  Where approved, 
the SRSS Provider must provide ongoing status updates on the National Police Check until 
such time as the check is complete. 

33.11 The Department may refuse to allow Services to be provided by Personnel whom the 
Department considers to be unsuitable on the basis of the outcome of the National Police 
Check.  The SRSS Provider must comply with such a refusal. 

33.12 The SRSS Provider must refer any offences or issues identified in the National Police Check 
to the Department and must comply with the Department's decision on whether the affected 
Personnel will be approved to perform the Services. 

33.13 The SRSS Provider is responsible for the costs associated with obtaining National Police 
Checks. 

Training: 

33.14 The SRSS Provider will ensure all Personnel have been provided appropriate training and 
ongoing workplace support to deliver the SRSS Programme as detailed in paragraphs 32.14 to 
32.18. 

Department-Sponsored Training: 

33.15 Beyond the Contract Transition In Period, the Department may provide refresher training for 
SRSS Provider training staff and supervisors who are responsible for the provision of training 
or on-the-job training.  The content and method of delivery of this training will be determined 
by the Department.  The purpose of the refresher training is to ensure that the SRSS Provider 
receives the latest information relating to relevant SRSS Programme, legislation, policy, 
procedures and IT systems updates. 

33.16 Any Department facilitator-led training provided will be delivered at the Department’s 
regional office or other locations nominated by the Department, at the discretion of the 
Department. The delivery method of any information or communications will be at the 
discretion of the Department.  

33.17 The number of places for training will be determined by the Department and the SRSS 
Provider must make key Personnel available.  The SRSS Provider will be responsible for the 
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arrangement, organisation and cost of all travel, accommodation and meals for SRSS Provider 
Personnel, including Subcontractor Personnel attending Department-sponsored training. 

33.18 The SRSS Provider will be responsible for ensuring that nominated SRSS Provider Personnel, 
including Subcontractor Personnel, attend Department-sponsored training.  

33.19 Where the nominated SRSS Provider Personnel, including Subcontractor Personnel, are 
unable to attend training, the SRSS Provider must nominate an appropriate alternative 
attendee. 

Training Content: 

33.20 Training delivered by the Department will be SRSS Programme-specific training on the SRSS 
objective and principles and the SRSS Operational Procedures Manual, with  a focus on: 

33.20.1 Accommodation Services; 

33.20.2 Case Coordination Services; and  

33.20.3 Performance Requirements.   

33.21 The Department may also deliver training on specific departmental IT systems, such as the 
Compliance, Case Management Detention and Settlement (CCMDS) Portal.  It will not cover 
training for more generic systems, such as the Microsoft Office Suite. 

33.22 The Department may also provide the SRSS Provider access to Department-sponsored 
training material to facilitate SRSS Provider-sponsored training.   

SRSS Provider-Sponsored Training: 

33.23 The SRSS Provider will be responsible for all training, other than the training provided by the 
Department.  Any changes, modification or updates made by the SRSS Provider to the 
training materials provided by the Department will be the responsibility of the SRSS 
Provider.  It is the responsibility of the SRSS Provider to ensure all SRSS Provider training is 
updated to align with the requirements for Services specified in the Contract. 

33.24 Where the SRSS Provider retains the services of a third-party training organisation or 
outsources the training responsibilities, the SRSS Provider will be responsible for the training 
of the third-party training organisations or outsourced organisations.  

33.25 At the discretion of the Department, third-party training organisations or outsourced 
organisations may be allowed to attend departmental training during the Contract Transition 
In Period and the refresher training. 

Costs: 

33.26 All costs associated with the training of SRSS Provider Personnel, including Subcontractor 
Personnel, will be the responsibility of the SRSS Provider.  This includes the cost of attending 
any training provided by the Department. 

33.27 All coordination and administration associated with the training of SRSS Provider Personnel, 
including Subcontractor Personnel, will be the responsibility of the SRSS Provider.  This 
includes attendance at any training provided by the Department. 
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Subcontractors:   

33.28 The SRSS Provider is responsible for ensuring SRSS Subcontractor Personnel have the same 
levels of qualifications, receive the same training and undergo the same vetting as their own 
Personnel.   

33.29 The SRSS Provider must ensure Subcontractors comply with any departmental quality 
assurance programme, including both financial and service delivery quality assurance 
activities.  

34. CONTRACT MANAGEMENT AND PROGRAMME IMPLEMENTATION, 
PLANNING AND DELIVERY 

34.1 Without limiting anything else in the Contract, the SRSS Provider and any Subcontractors 
must develop, maintain and comply with the following plans and documents:   

34.1.1 Contract Transition In Plan; 

34.1.2 Risk Management Plan; 

34.1.3 fraud control plan; 

34.1.4 work health safety plan; 

34.1.5 child protection plan; 

34.1.6 human resources plan; 

34.1.7 operations manual; 

34.1.8 information technology (IT) policies; 

34.1.9 Business Continuity Plan; 

34.1.10 Assets and Property Register; 

34.1.11 quality assurance plan; 

34.1.12 continuous improvement plan; and 

34.1.13 Contract Transition Out Plan. 

34.2 The SRSS Provider must also submit the documents listed at 34.1 and other ad hoc reports 
and plans as requested by the Department within the timeframes determined by the 
Department, in consultation with the SRSS Provider, throughout the Term. In particular, the 
SRSS Provider must: 

34.2.1 Submit the Contract Transition In Plan within 10 Business Days of Contract 
Commencement; 

34.2.2 Submit an outline of the documents listed at 34.1.2 to 34.1.13, covering priority 
subjects, within 20 Business Days of the Commencement Date, or within a 
timeframe stipulated in the Contract Transition In Plan and agreed to by the 
Department; 
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34.2.3 Submit full versions of the documents listed at 34.1.2 to 34.1.13 within 40 
Business Days of the Commencement Date, or within a timeframe stipulated in 
the Contract Transition In Plan and agreed to by the Department; 

34.2.4 Submit full versions of the documents listed 34.1.2 to 34.1.13 annually by the 
anniversary of the Commencement Date; 

34.2.5 Submit the Contract Transition Out Plan within 10 Business Days of receiving a 
Termination Notice from the Department or three months before the contract 
expires; 

34.2.6 Make amendments to any document listed at 34.1 as instructed by the 
Department; 

34.3 The provision of reports, plans and documents does not automatically mean they have 
received departmental approval.  The SRSS Provider must assume full responsibility for the 
implementation and maintenance of all plans and documents listed at paragraph 34.1 above. 

34.4 The SRSS Provider must use departmental templates where requested by the Department in 
the preparation of the plans and documents described in paragraph 34.1 above. 

34.5 The SRSS Provider must provide the Services in accordance with, and otherwise comply 
with, the plans and documents referred to in paragraph 34.1 above (as approved by the 
Department where applicable). 

Contract Transition In: 

34.6 The Contract Transition In Period starts on the Commencement Date.  The Contract 
Transition In Period should not exceed five (5) calendar months.  The SRSS Provider must 
nominate a dedicated transition manager to act as the first point of contact for the Department.  
The transition manager must ensure all transition in activities are completed in accordance 
with the approved Contract Transition In Plan. 

34.6.1 The SRSS Provider must include in its Contract Transition In Plan proposed 
milestones that it will achieve in each month of the Transition In Period. SRSS 
Providers must make any amendments to the Contract Transition In Plan 
requested by the Department, including in relation to the milestones. SRSS 
Providers will also be required to report on its progress on activities and 
milestones detailed in the Contract Transition In Plan on a monthly basis or as 
otherwise requested by the Department. 

 

34.7 The Department will provide an Contract Transition In Plan template that must be used by the 
SRSS Provider. 

Risk Management: 

34.8 The SRSS Provider must develop and maintain a Risk Management Plan for the duration of 
the Contract.  The Risk Management Plan must align with the AS/NZ ISO 31000:2009 
standards.   
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Fraud Control: 

34.9 The SRSS Provider must develop and submit to the Department a Fraud Control Plan that is 
consistent, where appropriate, with the Commonwealth Fraud Control Guidelines.  The Fraud 
Control Plan must ensure any specific risks unique to the SRSS Programme are addressed in 
the plan.  

34.10 The Fraud Control Plan must be reviewed and updated on a regular basis.  A copy of the 
updated version of the Fraud Control Plan must be provided to the Department immediately 
following every update. 

Work Health Safety: 

34.11 The SRSS Provider must develop and maintain a Work Health Safety Plan.  The SRSS 
Provider must submit to the Department, for review, a draft Work Health and Safety Plan 
within 20 Business Days from the Commencement Date.  The Work Health Safety Plan must 
be re-submitted to the Department immediately following any update. 

34.12 The Work Health Safety Plan must describe how the SRSS Provider will comply with its 
work health and safety obligations under the Contract and applicable State/Territory and 
Commonwealth legislation (including the Work Health and Safety Act 2011 (Cth)).  It must 
identify, prevent and manage the risk of work place health and safety issues (including for 
SRSS Provider Personnel, Subcontractor Personnel, and SRSS Recipients) in delivering the 
SRSS Programme, and it must be consistent with AS/NZS 4801:2001 Occupational Health 
and Safety Management System. 

Child Protection Plan: 

34.13 The SRSS Provider must develop and maintain a child protection plan for the Term.   

34.14 The child protection plan must outline the approach the SRSS Provider will follow to promote 
child safety in their organisation.  It must include the following: 

34.14.1 the SRSS Provider’s commitment to protect children and who the child protection 
plan is applicable to; 

34.14.2 how the SRSS Provider intends to take a preventative approach to child safety – 
for example, through: their recruitment and selection processes, supervision and 
professional development of staff, Code(s) of Conduct, and training staff and 
volunteers to recognise signs of risk and potential risk; 

34.14.3 child protection reporting processes, including how they will ensure staff 
understand their reporting requirements; 

34.14.4 how the SRSS Provider intends to ensure that children and adults in their care 
know what is considered acceptable behaviour and who to talk to if they have any 
concerns; and 

34.14.5 information on how the SRSS Provider will respond to Incidents of child harm, 
including how they will support children who have been harmed, complaint and 
disciplinary procedures and steps to reduce or remove risk of future harm.  
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Human Resources Plan: 

34.15 The SRSS Provider must develop and submit to the Department for review a human resources 
plan.  

34.16 The human resources plan must be re-submitted to the Department immediately following any 
update. 

34.17 The SRSS Provider must comply with the human resources plan and regularly review and 
update the human resources plan, where required, throughout the Term.  Where the 
Department identifies a need, the SRSS Provider must submit an updated human resources 
plan within a timeframe acceptable to the Department.  Timeframes will vary depending on 
the circumstances that predicated the requirement for an update. 

34.18 The human resources plan must: 

34.18.1 comply with the requirements of this Contract; 

34.18.2 describe the SRSS Provider’s recruitment strategy and how it will ensure it has 
sufficient Personnel with appropriate skills to deliver the required Services; 

34.18.3 describe how the SRSS Provider will ensure Personnel are vetted prior to 
employment; 

34.18.4 explain the SRSS Provider’s training strategy, including requirements for training 
from the Department; and 

34.18.5 identify specific positions nominated to deliver specific services and specify the 
minimum standard of qualification or experience required for those positions. 

SRSS Operational Procedures Manual: 

34.19 The Department will develop the SRSS Operational Procedures Manual, and other 
instructions, to provide guidance and outline the procedures required to implement the SRSS 
Programme. 

34.20 The SRSS Provider must comply with the SRSS Operational Procedures Manual and related 
instructions including amendments. 

Operations Manual: 

34.21 The SRSS Provider must develop an operations manual that describes the operational 
practices, guidelines and procedures the SRSS Provider will follow to deliver the Services 
and SRSS Programme in accordance with the Contract, this Schedule of Services, the SRSS 
Operational Procedures Manual and other instructions issued by the Department. 

34.22 The SRSS Provider must submit to the Department for review, in accordance with Clause 
34.2.  

34.23 The operations manual must be consistent with relevant industry best practice. 

34.24 The operations manual must include practices, guidelines and procedures for: 
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34.24.1 decision-making and communication protocols, with particular reference to 
collaboration with the Department, Other Providers, and Subcontractors and 
consortia partners where relevant; 

34.24.2 communication with SRSS Recipients, including the use of translating and 
interpreting services; 

34.24.3 managing and responding to stakeholder and SRSS Recipient complaints and 
grievances; 

34.24.4 24-hour emergency contacts for both SRSS Recipients and the Department; 

34.24.5 Critical Incidents and other Incidents handling, recording and reporting; 

34.24.6 records management and the treatment of Personal Information and Confidential 
Information in accordance with the Contract;  

34.24.7 workplace health and safety and training; 

34.24.8 invoicing and financial approvals processes; 

34.24.9 ensuring compliance with relevant State and Territory child protection legislation; 

34.24.10 qualitative and quantitative reporting requirements;  

34.24.11 continuous improvement processes; and 

34.24.12 all other processes used in delivering the Services and comply with the Contract. 

34.25 The SRSS Provider must: 

34.25.1 address any comments by the Department in relation to the draft operations 
manual; 

34.25.2 comply with the Operations Manual; and 

34.25.3 update and maintain the operations manual throughout the Term as necessary to 
ensure it remains appropriate, current and consistent with the Contract. 

34.26 The completeness, suitability and effectiveness of the operations manual, and adherence to it, 
must be a focus of the SRSS Provider’s quality assurance programme and continuous 
improvement activities.   

34.27 Where appropriate, the SRSS Provider must amend the operations manual to take into account 
any recommendations made by the Department’s quality assurance programme or other 
representatives’ reviews and audits. 

Business Continuity: 

34.28 The SRSS Provider must develop and submit to the Department a Business Continuity Plan.   

34.29 The Business Continuity Plan must be re-submitted to the Department immediately following 
any update.. 
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34.30 The SRSS Provider must comply with the Business Continuity Plan and review and update 
the plan, where required, throughout the Term.  Where the Department, in consultation with 
the SRSS Provider, identifies an issue or event, the SRSS Provider must submit an updated 
Business Continuity Plan within a timeframe acceptable to the Department.  Timeframes will 
vary depending on the nature of the issue or event. 

34.31 The Business Continuity Plan must describe the SRSS Provider's strategies and actions to 
ensure continuity of key Services and availability of key Personnel when normal operations 
are disrupted or circumstances exist that may threaten the operation of the Services, including 
ensuring the safety, security and wellbeing of SRSS Recipients and SRSS Provider Personnel.  
The Business Continuity Plan must also describe provisions for continuity of IT access off-
site when the SRSS Provider’s site is disrupted.  The SRSS Provider must test the Business 
Continuity Plan annually. 

34.32 The Business Continuity Plan must align with recognised standards for business continuity. 

34.33 The Business Continuity Plan must: 

34.33.1 include descriptions of likelihood and consequences;  

34.33.2 outline appropriate mitigation strategies;  

34.33.3 outline how business continuity issues will be reported internally and to the 
Department; and  

34.33.4 describe the thresholds for escalation and management of business continuity 
issues. 

Quality Assurance: 

34.34 The SRSS Provider must develop a quality assurance plan. The SRSS Provider must comply 
with the quality assurance plan.     

34.35 The quality assurance plan must describe how the SRSS Provider will systematically monitor 
processes to ensure consistency in service delivery and to feed into continuous improvement.  
At a minimum, the quality assurance plan must cover: 

34.35.1 incident reporting processes and timeframes; 

34.35.2 SRSS Recipient Case Plans; 

34.35.3 transition and exit processes and timeframes; 

34.35.4 qualification and security checks for SRSS Provider Personnel; 

34.35.5 insurances;  

34.35.6 records management;  

34.35.7 invoicing and financial management; and 

34.35.8 information technology policies and processes. 
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Continuous Improvement: 

34.36 The SRSS Provider must develop, submit and comply with its continuous improvement plan.   

34.37 The continuous improvement plan must include detailed phased benchmarks addressing the 
SRSS Programme Principles and the Department’s SRSS objective, goals and critical success 
factors.  The continuous improvement plan must align with recognised standards for Quality 
Management. It must also: 

34.37.1 identify improvements for the SRSS Provider's processes and procedures set out 
in the SRSS Provider's operations manual, and how and when the improvements 
will be achieved; 

34.37.2 prioritise potential changes in SRSS Provider service delivery processes and 
procedures; 

34.37.3 include measures for continuous improvement; 

34.37.4 implement enhancements to achieve better service outcomes; 

34.37.5 report on progress of agreed enhancements; 

34.37.6 facilitate end-to-end Quality Management to minimise adverse impacts on 
business delivery and SRSS Recipients; and 

34.37.7 outline processes for SRSS Recipient feedback. 

Contract Transition Out: 

34.38 The SRSS Provider must submit, for approval of the Department, a Contractor Transition Out 
Plan at the end of the Contract Transition In Period using the template at Annex 2. 

34.39 The SRSS Provider must submit an updated Contractor Transition Out Plan annually and 
within 10 Business Days of receiving a Notice of Termination from the Department or the 
date three months before the Contract is due to expire. 

34.40 The Contractor Transition Out Plan must describe how the SRSS Provider will effectively and 
efficiently disengage from the Services on expiry or termination of the Contract including: 

34.40.1 all relevant actions and requirements, including timeframes for such actions and 
requirements; and 

34.40.2 how it will facilitate a hand over to the Department or the Department's nominee 
(including to an Other Provider or any other arrangement); and 

34.40.3 how it will ensure it has sufficient ongoing resources to effectively transition out. 

34.41 The Contractor Transition Out Plan must describe how the SRSS Provider will work with the 
Department and Other Service Providers to ensure the continuity of care to SRSS Recipients 
where there is a handover of the Services. 
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35. PERFORMANCE MANAGEMENT AND GOVERNANCE 

Performance Management: 

35.1 Throughout the Term, the Department will monitor and evaluate the SRSS Provider’s 
performance against the Performance Measures.  The Performance Measure aim to measure 
the critical success factors for the SRSS Programme.  The Performance Measures include 
both qualitative and quantitative measures.  

35.2 The objective of performance management is to ensure that the Services meet or exceed the 
Contract requirements.  The supporting objective is to accurately measure key aspects of the 
Services: 

35.2.1 for effectiveness and efficiency against established service standards and 
performance targets; and 

35.2.2 to initiate preventative action where the SRSS Provider is finding it difficult to 
meet established service standards and performance targets. 

Performance Measures: 

35.3 The Performance Measures (including any applicable methods for assessment and acceptable 
standards) are outlined in Annex 1 and Annex 3. 

35.4 Without limiting the Department's rights and the SRSS Provider's obligations in clause 23 of 
the Contract, where Performance Measures are not met, the Department will request an 
explanation from the SRSS Provider in writing detailing why the Performance Measure has 
not been met.  The departmental Contract Manager will determine the timeframes for the 
explanation, taking into account the severity of the issue and any extenuating circumstances. 

35.5 If the explanation is not sufficient, the SRSS Provider will be required to demonstrate how it 
will remedy the failure to meet the Performance Measure, including timeframes for 
addressing the issue. 

35.6 If the SRSS Provider continues to fail to meet the Performance Measure, the SRSS Provider 
will be asked to review their processes to ensure the Performance Measure can be met. 

35.7 If the SRSS Provider is still unable to meet the Performance Measure, the Department will 
begin a performance management process and the SRSS Provider must comply with that 
process in order to resolve the failure to meet the Performance Measures.  If the Department 
in its absolutely discretion considers it is required, the Department may redirect referrals of 
SRSS Recipients to Other Providers, or remove SRSS Recipients from the SRSS Provider. 

Performance Reporting: 

35.8 The SRSS Provider must submit reports, including consolidated Subcontractor information, 
using departmentally provided templates, as required by the Department, but no less than 
every quarter in the first year following the Effective Date and twice each year after that.  The 
reports must set out: 

35.8.1 the SRSS Provider's performance, including the performance of its 
Subcontractors, against the Services; and 
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35.8.2 any significant issues arising during the reporting period, including key issues 
identified through stakeholder engagement activities and action taken to resolve 
those issues. 

35.9 In addition, the SRSS Provider must submit ad hoc reports as required by the Department. 

Service Standards: 

35.10 The SRSS Provider must meet the Service Standards outlined in Annex 1.  The Department 
will run reports against the service standards monthly to inform contract management 
meetings and to address trends and issues as required. 

Departmental Quality Assurance Programme: 

35.11 The Department will conduct regular quality checks through the departmental quality 
assurance programme to evaluate SRSS Provider performance, and assess the standard and 
quality of service delivery throughout the year. 

35.12 The departmental quality assurance programme is separate from the SRSS Provider’s quality 
assurance programme. 

35.13 The departmental quality assurance programme will include activities such as meetings 
between the Department and SRSS Personnel (including Subcontractor Personnel), random or 
targeted checks of SRSS Recipient Case Plans and files, observing transit assistance services 
and the delivery of orientation Services, accommodation inspections, interviews with SRSS 
Recipients, and financial and Work Health Safety checks.  The SRSS Provider and its 
Personnel, as relevant, must cooperate with the Department as required to allow it to perform 
the departmental quality assurance programme. 

35.14 The Department will report on the key findings of the departmental quality assurance 
programme and, where necessary, formulate recommendations for Service improvement.  The 
SRSS Provider must implement any recommendations in the timeframes specified by the 
Department. 

35.15 Throughout the Term, the SRSS Provider and its Personnel, where relevant, must facilitate 
interviews between SRSS Recipients and the Department for the purposes of undertaking 
quality checks on the delivery of key Services.  This may involve providing relevant contact 
details and making all necessary arrangements for the meeting.   

Governance 

35.16 The SRSS Provider must actively participate in a range of meetings to ensure the smooth 
running of the SRSS Programme. 

Annual Conference:  

35.17 The SRSS Provider must attend an annual conference to give the Department an opportunity 
to provide an update on the Commonwealth's objectives for the coming SRSS Programme 
year.  SRSS Providers will also have an opportunity to input to the agenda.   

35.18 The annual conference will be funded, convened and facilitated by the Department.  The 
Department will fund up to two participants from the SRSS Provider at the annual conference.  

140

Document 1



141 

 

Annual Meeting: 

35.19 The SRSS Provider must actively participate in a meeting with the Department to discuss the 
SRSS Provider’s performance over the full programme year, findings from the Department’s 
quality assurance programme activities, and the appropriateness and relevance of 
Performance Measures and Service Standards where required.  The SRSS Provider will also 
have an opportunity to highlight achievements. 

35.20 The meeting will be convened and facilitated by the Department.  Attendance by the SRSS 
Provider will be funded by the SRSS Provider. 

Technical Reference Group: 

35.21 There will be two technical reference group meetings, convened and facilitated by the 
Department each year. 

35.22 The SRSS Provider must, at its cost, actively participate in technical reference group meetings 
to guide service delivery, and discuss and respond to emerging issues. 

Biannual Local Area Cooperative Meeting: 

35.23 The SRSS Provider must work with relevant Other Providers in their Contract Region to 
discuss service delivery issues and facilitate cooperation within the sector, guide service 
delivery and discuss and respond to emerging issues.  

35.24 The SRSS Provider must convene two meetings each year.  Where two or more SRSS 
Programme operate in one Contract Region, they must work cooperatively to run the meeting.  
All SRSS Providers for the Contract Region must attend each meeting, but they may alternate 
responsibility for facilitating the meeting.  The SRSS Provider must send a copy of the 
minutes to the Department. 

Contract Meeting: 

35.25 The SRSS Provider must participate in quarterly contract management meetings with the 
Department (Contract Meetings) to discuss performance against the Performance Measures 
and the Service Standards, performance trends and programme trends, where these are 
known.  The Department reserves the right to request meetings more frequently if deemed 
necessary.  Travel will be at the cost of the SRSS Provider. 

35.26 The SRSS Provider must submit a performance report, using the departmental template, 10 
Business Days before the Contract Meeting where the Contract Meeting is held during the 
performance reporting period. 

35.27 The Department will convene the meetings, via teleconference.  Attendance must include the 
SRSS Provider and departmental Contract Managers and others as required.  Where 
necessary, meetings may be convened face to face. 

Cooperation with Enquiries and Investigations 

35.28 The SRSS Provider must cooperate with any enquiries or investigations instigated by 
Commonwealth entities or as Notified by the Department. 

35.29 The SRSS Provider must ensure a high level of cooperation with all key stakeholders. 
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Annex 1 - Performance Measures 

Service Standards 

Deliverables Service Standards 

Transition In (SRSS recipient) 

SRSS Provider responds (accepts, seeks an exemption or requests additional information) to SRSS 
Recipient referrals in Bands 2-4 within two Business Days. 

2-6 Referrals 
SRSS Provider responds (accepts, seeks an exemption or requests additional information) to 
Custodianship requests for SRSS Recipients in Band 2 within two Business Days. 

SRSS Provider responds (accepts, seeks an exemption or requests additional information) to SRSS 
Recipient referrals in Bands 5 and 6 within five Business Days. 

2 - 4 Initial Payment 
SRSS Provider provides an Initial Payment to all SRSS Recipients who have exited a Detention 
Facility immediately on arrival in the community. 

3-4 Basic Starter Package 
SRSS Provider provides a Basic Starter Package to all eligible SRSS Recipients who have exited a 
Detention Facility immediately on arrival in Provided Accommodation. 

2 - 3 
Reception and Initial Property All SRSS Recipients receive reception and induction services on arrival in Provided Accommodation 

Induction or within 24 hours of arrival. 

Accommodation Services 

2 - 3 Basic Household Goods 
Basic Household Goods are installed/topped up prior to SRSS Recipients entering Provided 
Accommodation. 

2 - 3 
Accommodation Suitability SRSS Provider submits an Accommodation Suitability Assessment to the Department within 10 

Assessment Business Days of receiving a referral. 

4 Community Link Check 
SRSS Provider ascertains the suitability and availability of the proposed property and Community 
Link within four Business Days of receiving the referral (except in exceptional circumstances). 

SRSS Recipients exit Provided Accommodation in accordance with the timeframes stipulated in the 

2 - 3 Depart Provided Accommodation 
Schedule of Services, including: 
10 Business Days when transitioning to another Band 
20 Business Days when exiting the SRSS Programme on a Substantive Visa. 

4 Independent Accommodation 
SRSS Recipients secure Independent Accommodation within the six week period of eligibility for 
Band 4. 

Case Coordination Services 

SRSS Provider contributes constructively to the SRSS Recipient's Individual Management Plan, 

1 Individua l Management Plan where possible in cooperation with the DSP during its creation; otherwise within five Business 
Days of receiving the plan. 

2 - 6 Case Plans 
Case Plans are submitted to the Department within 10 Business Days (Band 2, 3 and 5 Case Plans 
require departmental approval) of the SRSS Recipient's placement in the SRSS Provider's care. 

Case Plans are regularly maintained. Case Workers review Case Plans at each monthly 
2 - 6 

Case Plan Reviews and Updates 
meeting/contact with the SRSS Recipient. 

(excl. 4) 
Case Plans are updated w ithin 10 Business Days of SRSS Recipients transitioning between Bands. 
SRSS Recipients in Bands 2 and 3 receive their Detention Health Service Provider card and 

information about their allocated GP and pharmacy on arrival in the community and receive-
assistance to make initial appointments within their first month in the Community. 

('\I 
Q) 

Eligible SRSS Recipients in Bands 4-6 are registered with Medicare w ithin 10 Business Days. 0) 

2-6 Essential Registrations Q) 
,-. 

.c -School-aged children are enrolled in school within five school days. +,J 
() 

~ '-::( 
Q) 

SRSS Recipients who have exited a detention facility receive assistance to open a bank accoul!a.~ 
register with the Department of Human Services within five Business Days of entering the :J <O 
community. n f:: 
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SRSS Recipients in Bands 2-4 who have exited held detention or transferred locations (where 

required) receive initial orientation within five Business Days of arriving in the community or 
transferring to a new location, where required. 

2 - 6 Orientation Services SRSS Recipients in Bands 2-4 commence more comprehensive orientation Services within one 
month (20 Business Days) of arriving in the community and complete orientation within three 
months (60 Business Days) of the date they commence orientation. 

SRSS Recipients in Bands 5 and 6 are referred for orientation Services on a needs basis. 

1 100% of SRSS Recipients in Band 1 are encouraged to participate in weekly Meaningful 
Engagement Activities. 

2 - 6 
Meaningful Engagement 

SRSS Recipients are being supported, where required, to engage in meaningful engagement 
(excl. 4) activities in accordance w ith the SRSS Operational Procedures Manual. 

Critical incidents involving Band 1 SRSS Recipients are reported verbal ly within 30 minutes and a 

1 
written report submitted w ithin 4 hours of the incident occurring. 

Major incidents involving Band 1 SRSS Recipients are reported verbally w ithin 1 hour and written 

report submitted within 6 hours of the incident occurring. 

Minor incidents involving Band 1 SRSS Recipients are reported in writing within 24 hours. 

2-6 
Incident Reporting 

Critical Incidents are reported by phone within 30 minutes, followed by a written report within one 
hour in the case of a death and one Business Day for all other Critical Incidents. 

Major Incidents are reported by phone within one hour, followed by a written report within two 
Business Days. 

M inor Incidents are reported by phone within two hours, followed by a written report within three 
Business Days. 

Transition Out (SRSS recipient) 

2 - 5 Transition Out Plan 
SRSS Provider submits a Transition Out Plan for all SRSS Recipients within five Business Days of 

receiving a notification from the Department. 

2 - 6 Referrals and Registrations 
SRSS Provider ensures all ongoing referrals and registrations required by SRSS Recipients exiting 
the SRSS programme occur within the Transition Out period. 

1 - 6 Exits 
Former SRSS Recipients (no longer eligible for SRSS Services) have ceased receiving Services 

through the SRSS in accordance with the transition out timeframes. 
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Annex 2 - Template for Contractor Transition Out Plan 

The Contract Transition Out Plan template will be provided by the Department at a later date.  
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Annex 3 - SRSS Key Performance Indicators 

See attached document titled 'Annex 3 - SRSS Key Performance Indicators'. 

The SRSS key performance indicators are used by the Department to measure the SRSS Provider's 
performance against the critical success factors. 

The SRSS key performance indicators are intended to supplement the requirements in the Schedule of 
Services. The SRSS Provider is required to meet all the requirements in the Schedule of Services the 
service standards and the SRSS key performance indicators.  

However, when measuring the SRSS Provider's performance against the requirements in the Schedule 
of Services and the service standards, the Department will take into account the minimum levels of 
performance required by the SRSS key performance indicators. If a key performance indicator 
provides for a level of compliance that is expressed to be less than 100%, the SRSS Provider must still 
meet the relevant requirement in full in accordance with the timeframes set out in the Services 
Schedule or SRSS Operational Procedures Manual.  However, the Department will take into account 
any variance from 100% compliance expressed in any applicable key performance indicator when 
assessing the SRSS Provider's performance against the requirements of this Contract. 

 

 

145

Document 1



 

146 

 

ATTACHMENT B (CONTRACT CHARGES AND EXPENSES) 

1. PURPOSE OF THIS ATTACHMENT 

Overview 

1.1 The purpose of this Pricing Schedule is to describe and list the Contract Charges and 
Expenses which are payable to the SRSS Provider. 

1.2 The SRSS Provider, when referring to this Attachment B, must also refer to the Contract, the 
Schedule of Services, the SRSS Operational Procedures Manual and other referenced 
documents, as applicable. 

1.3 All Contract Charges: 

1.3.1 Are inclusive of all costs, charges, expenses, duties and taxes; 

1.3.2 are inclusive of GST (although they separately identify the GST component 
where relevant); 

1.3.3 apply for the duration of the Contract; and 

1.3.4 fully compensate the SRSS Provider for the performance of all Services required 
under the Contract. 

1.4 Payment of any amount under this Contract is subject to the SRSS Provider meeting the 
applicable requirements of the Contract to which the payment of that amount relates. 

1.5 The SRSS Provider is responsible for meeting any costs which are not payable or 
reimbursable in accordance with this Attachment B (including in circumstances where the 
costs to the SRSS Provider exceed any specified cap in the SRSS Operational Procedures 
Manual). 

2. NOT USED  

3. SUBMISSION OF INVOICES 

3.1 The SRSS Provider must submit all invoices for the previous month to the Department by the 
15th of the month (or the next Business Day where the 15th falls on a public holiday or 
weekend).  All invoices must meet the requirements of the Contract.   

4. PAYMENT TERMS 

4.1 Payment terms are 30 calendar days in arrears from the date of receipt of a Correctly 
Rendered Invoice and any supporting Documentation substantiating the amount claimed 
(including from Subcontractors if requested by the Department) where explanation is 
necessary. The SRSS Provider must submit a correctly rendered Tax Invoice with relevant 
worksheets using departmental templates.  The SRSS Provider must retain all evidence to 
verify expenditure and provide this evidence to the Department for the purposes of quality 
assurance and audits.  Invoices must be submitted each month in order for the Department to 
arrange payment.  
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5. INVOICE FORMAT AND TEMPLATES (SEE ATTACHED) 

5.1 The SRSS Provider must provide invoices and worksheets to the Department in the format 
specified in the Contract (including as set out in this clause 5), or as requested by the 
Department.  

5.2 The SRSS Provider must ensure the invoices are in the format set out in Annex A to 
Attachment B  

6. SOCIAL, COMMUNITY, HOME CARE AND DISABILITY SERVICES INDUSTRY 
AWARD 2010 EQUAL REMUNERATION ORDER 

6.1 Each month the SRSS Provider must include with each invoice the details of the proportion of 
each Contract Charge that is paid to Social, Community, Home Care and Disability Services 
Industry Award 2010 [or Social and Community Services (SACS) Award] employees.   

7. PRICING COMPONENTS 

Implementation Fee 

7.1 The Implementation Fee includes  
 as agreed by the Department.  In particular, the Implementation Fee  

. 

7.2 The Implementation Fee will be paid in equal monthly instalments, in arrears, upon 
completion of tasks, milestones and Deliverables, as agreed with the Department in the 
Contract Transition In Plan.  Payments will be made following the receipt of a Correctly 
Rendered Invoice. 

Corporate Overhead Fee 

7.3 The Corporate Overhead Fee includes  
. 

7.4 The amount of Corporate Overhead Fee paid each month  
 

. 

7.5 Payment will be monthly, in arrears, after completion of the Contract Transition In Period in 
accordance with the Contract, as determined by the Department, and following the receipt of 
a Correctly Rendered Invoice.  The Department will not commence paying any Corporate 
Overhead Fee to the SRSS Provider until the Effective Date (subject to the SRSS Provider 
otherwise meeting the requirements of the Contract). 

Recipient Management Fees 

7.6 The Recipient Management Fee  
. 

7.7 The Recipient Management Fee are a per SRSS Recipient/per day fee for each day the SRSS 
Provider provides Services to an SRSS Recipient in accordance with the Contract. 

s. 47G(1)(a)
s. 47G(1)(a)

s. 47G(1)(a)

s. 47G(1)(a)

s. 47G(1)(a)
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7.8 The Recipient Management Fee will be calculated and payable  
 

 

7.9 If the Department refers a Band 2 or 3 SRSS Recipient to the SRSS Provider, who then does 
not enter the SRSS Programme, the Recipient Management Fee will be calculated and 
payable  

 
.  

7.10 Payment of Recipient Management Fee will be monthly, in arrears, in accordance with the 
Contract and following the receipt of a Correctly Rendered Tax Invoice and relevant 
worksheets for that month in accordance with the Contract. 

7.11 The Department recognises that despite classifying SRSS Recipients into Bands, instances 
may arise where SRSS Recipient needs within Bands may vary. In exceptional cases, some 
SRSS Recipients will require extremely high levels of care, over and above that typically 
expected to be delivered by the SRSS Provider. For the small number of these exceptional 
cases, the Department may negotiate an agreed Recipient Management Fee with the SRSS 
Provider on a case-by- case basis. This Recipient Management Fee will not be paid without 
the prior, written authorisation of the Department.  Any agreed Recipient Management Fee 
does not need to be made through a variation to the Contract (but will only be paid upon 
agreement by the Department).  The SRSS Provider must ensure that any agreed Recipient 
Management Fee is specifically identified in the invoice provided for the applicable month. 

Direct Recipient Costs 

7.12 The SRSS Operational Procedures Manual details Direct Recipient Costs, which are able to 
be reimbursed. The SRSS Provider can only seek reimbursement for Direct Recipient Costs in 
accordance with the SRSS Operational Procedures Manual. 

7.13 Direct Recipient Costs must be pre-approved in writing by the Department in order to be 
eligible for reimbursement.  

7.14 Direct Recipient Costs will not be paid if they exceed any maximum amount for set out in the 
SRSS Operational Procedures Manual. 

7.15 Reimbursement is subject to: 

7.15.1 pre-approval of the costs; and 

7.15.2 substantiation as reasonably required by the Department. 

7.16 If the SRSS Provider: 

7.16.1 makes a payment to an SRSS Recipient; or  

7.16.2 provides a service to an SRSS Recipient,   

which is inconsistent with the Contract or the SRSS Operational Procedures Manual without 
prior written approval from the Department the SRSS Provider will be liable for the cost of 
that payment or service.  

s. 47G(1)(a)

s. 47G(1)(a)
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7.17 The SRSS Provider is not entitled to seek the recovery of the payment or cost of the service 
referred to in clause 7.16 from the SRSS Recipient, the Department or the Department of 
Human Services and the Department will not be obliged to reimburse the SRSS Provider for 
that amount or cost of the service.   

7.18 The SRSS Provider must comply with applicable Obligations in the Schedule of Services and 
SRSS Operational Procedures Manual in order to qualify for the reimbursement of any Direct 
Recipient Cost. To the extent that a requirement is subjective or there is any disagreement as 
to whether a Direct Recipient Cost is able to be reimbursed, the Department has the right to 
determine the issue conclusively, but in doing so, will take into account the requirements of 
this Contract as a whole. 
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11. Al~NUAL FEE INDEXATION 

11. 1 Corporate Overhead Fees and Recipient Management Fees will be indexed on an annual basis 
commencing 1 September 2015. 

Indexation will be based on: 

• Social, Community, Home Care and Disability Se1vices Industry Award 2010 [or Social and 
Community Services (SACS) Award] Wage Increases (where applicable). 

• Consumer Price Index (CPI), and 

• Wage Price Index (WP!). 

Social, Community, Home Care and Disability Services Industry Award 2010 Wage Increases 

11.2 This increase will be applied to salary costs for employees covered by the SACS Award only. 

11.3 The percentage SACS annual wage increases national average of 2.9% will be applied. 

Consumer Price Index (CPI) 

11.4 CPI will be applied to non-salary costs only. 

11.5 The CPI: groups, weighted average of eight capital cities percentage change from previous 
financial year will be applied. 

Wage Price Index (WPI) 

11.6 WPI will be applied to salary costs for employees that are not covered by the SACS Award 
only. 

11. 7 The WPI, Australia ordinary hourly rates of pay excluding bonuses all sectors percentage 
change from previous financial year will be applied. 

Annual Indexation Table 

11.8 Corporate Overhead Fees and each Recipient Management Fee will be indexed against the 
above based on percentages in the table below. 

Corpol'Ste Recipient Mana2ement Fl'e 
Overhead Band 1 I Band 2 I Band3 I Band4 I Band5 I Band6 
Fee 

"lo of Fee to be indexedS. 47G(1)(a) 
hvSACS 
1/o of Fee to be indexed 
hvCPI 
1/o of Fee to be indexed 
bvWPI 
rroTAL (must not 
~xceed 100%) 
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ATTACHMENT C (CONFIDENTIAL INFORMATION) 

Not applicable 
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ATTACHMENT D (CONTRACT CHANGE PROCESS) 

1.1 If the Department wants to vary this Contract: 

1.1.1 the Department must make a request to the SRSS Provider in writing setting out 
the proposed variations (including the proposed date for implementation of the 
variations);  

1.1.2 within 10 Business Days after receiving the Department's request or within 
another period agreed by the Parties, the SRSS Provider must respond in writing 
to the Department specifying what effect those variations will have on: 

(a) the Contract Charges and Expenses; 

(b) the provision of the Services, including any particular Deliverable; 

(c) the SRSS Provider's ability to perform its Obligations under the 
Contract;  

(d) the Contract;  

(e) any planning or transitional issues or activities needed to fully 
implement the proposed variations; and 

(f) whether the SRSS Provider agrees to the proposed variation; and 

1.1.3 if the response indicates that the SRSS Provider agrees to the proposed variation, 
within 10 Business Days, or within another period agreed by the Parties, the 
Department will give the SRSS Provider Notice accepting or rejecting the 
proposed variation. 

1.2 If the SRSS Provider wants to vary this Contract: 

1.2.1 the SRSS Provider must make a request to the Department in writing setting out 
the proposed variations (including the proposed date for implementation of the 
variations) and specifying what effect those variations will have on: 

(a) the Contract Charges and Expenses; 

(b) the provision of the Services, including any particular Deliverable; 

(c) the SRSS Provider's ability to perform its Obligations under the 
Contract; and 

(d) the Contract; and  

(e) any planning or transitional issues or activities needed to fully 
implement the proposed variations; and 

1.2.2 within 20 Business Days after receiving the SRSS Provider's request, or within 
another period agreed by the Parties, the Department must give the SRSS 
Provider Notice accepting or rejecting the variation. 

1.3 If the Department accepts a proposed variation, the Parties must, as soon as practicable, 
execute all documents necessary to give effect to the agreed variation.  The Department is 
not obliged to pay any amount other than the Contract Charges or Expenses until and from 
the date any variation to the Contract Charges or Expenses is agreed. 
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ATTACHMENT E (MATERIAL) 

Commonwralth Material 

Document 1 

Commonwealth When Form in which Any conditions or 
Matrrial to br made Commonwealth Commonwealth reshirtions in relation 
available Mate1ial is to be Mate1ial is to he to that Commonwealth 

The SRSS Operational 
Procedures Manual 

Forms and policy 
guidance. 

made available made available 

By the contract Electronic. 
commencement date, 
with updates, 
additions and 
amendments 
provided over the 
course of the 
contract. 

By the contract Electronic. 
commencement date, 
with updates, 
additions and 
amendments 
provided over the 
course of the 
contract. 

Existing SRSS Provider Material 

Not applicable. 

Third Pa11y Material 

Not applicable. 

Other Auxiliat1' Matrrial 

Not applicable. 

Material 

The SRSS Policy and 
Prncedmes Framework 
is a confidential 
docwuent for the use of 
the department and 
SRSS Providers. The 
SRSS Provider must not 
provide the SRSS 
Policy and Procedure 
Framework to other 
parties unless approved 
to do so by the 
depa1tment. 

The SRSS forms and 
policy guidance 
docwuents are 
confidential documents 
for the use of the 
depaitment and SRSS 
Providers. The SRSS 
Prnvider must not 
provide the SRSS fonns 
or policy guidance to 
other parties unless 
approved to do so by the 
depa1tment. 
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Contract Material 

The Contract Material is set out or described in Attachment A (Schedule of Services). 

Moral Rights 

Not applicable. 

 

156

Document 1



 

 157 

ATTACHMENT F (ADDITIONAL RISK MANAGEMENT MEASURES) 

This will be developed as required between the Parties. 
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ATTACHMENT G (COMMONWEALTH LAW AND POLICY REQUIREMENTS) 

In providing the Services, the SRSS Provider must comply with all Laws and Commonwealth policies 
in the manner as set out in this Attachment, where the following table indicates that the Law or policy 
is applicable (a checked box represents an applicable policy). 

Policy Applicable 

Australian Industry Participation Plan 

 
 

Anti-Discrimination  

APS Values  

Australian Packaging Covenant  

Freedom of Information  

Fraud  

Illegal Workers  

Indigenous Opportunities Policy  

Multicultural Access and Equity Policy  

Public Interest Disclosure  
 

Australian Industry Participation Plan 

1. Not Applicable. 

Anti-Discrimination 

2. The SRSS Provider must:  

2.1 comply with its Obligations, if any, under the Workplace Gender Equality Act 

2012 (Cth) (the WGE Act); and 

2.2 not enter into any Subcontract with an entity named in a report tabled in the 
Australian Parliament by the Workplace Gender Equality Agency as a supplier 
that has not complied with the WGE Act. 

3. If the SRSS Provider is a ‘relevant employer’ for the purposes of the WGE Act: 

3.1 if the SRSS Provider becomes non-compliant with the WGE Act during the Term 
of this Contract, the SRSS Provider must Notify the Department; and 
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3.2 if the Term of this exceeds 18 months, the SRSS Provider must provide a current 
letter of compliance within 18 months from the Commencement Date and 
following this, annually, to the Department. 

4. Compliance with the WGE Act does not relieve the SRSS Provider from its responsibility to 
comply with its other obligations under the Contract. 

5. The SRSS Provider must comply with such other Commonwealth, State or Territory Laws 
relevant to anti-discrimination as may be relevant to the Contract, including but not limited to: 

5.1 the Disability Discrimination Act 1992 (Cth); 

5.2 the Racial Discrimination Act 1975 (Cth); 

5.3 the Sex Discrimination Act 1984 (Cth); and 

5.4 the Age Discrimination Act 2004 (Cth). 

APS Values 

6. The SRSS Provider must ensure that all of its Personnel engaged in providing the Services 
comply with the APS Values and Code of Conduct while at the Department premises and 
while liaising with the Department Personnel or members of the public in connection with the 
provision of the Services.  In this paragraph 6 and 7 'APS Values' and 'Code of Conduct' have 
the same meaning as they have in the Public Service Act 1999 (Cth). 

7. The SRSS Provider must provide all reasonable assistance to the Department with any 
investigation of a report of a breach of the APS Code of Conduct. 

Australian Packaging Covenant 

8. Not Applicable. 

Freedom of Information 

9. If an application is made to the Department under the Freedom of Information Act 1982 (Cth) 
for access to documents concerning the SRSS Provider, the Department: 

9.1 may, before making a decision, consult with the SRSS Provider, without 
prejudice to any decision to release the information; and 

9.2 must determine the application in accordance with the requirements of the 
Freedom of Information Act 1982 (Cth). 

Fraud 

10. The SRSS Provider must comply with the Commonwealth Fraud Control Guidelines, as 
amended from time to time at: 
http://www.ag.gov.au/CrimeAndCorruption/FraudControl/Pages/CommonwealthFraudContro
lGuidelines.aspx.  

11. The SRSS Provider must Notify the Department immediately if it knows or has reason to 
suspect that any fraud has occurred or is occurring or is likely to occur in relation to this 
Contract (including by the SRSS Provider, its Personnel, Subcontractors and suppliers). 
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Illegal Workers 

12. The SRSS Provider must not engage Illegal Workers in any capacity to carry out any work 
under or in connection with this Contract and must Notify the Department immediately it 
becomes aware of the involvement of an Illegal Worker in such work. 

13. The SRSS Provider must remove, or cause to be removed, any Illegal Worker from any 
involvement in performing its Obligations under this Contract (including if engaged by a 
Subcontractor) and arrange for their replacement at no cost to the Department and 
immediately upon becoming aware of the involvement of the Illegal Worker. 

14. If requested in writing by the Department, the SRSS Provider must provide evidence within 
14 days that it has taken all reasonable steps to ensure that it has complied and is complying 
with its Obligations in respect of Illegal Workers.  

15. The SRSS Provider must ensure that any Subcontractors include provisions equivalent to 
clauses 12 to 14 above. 

Indigenous Opportunities Policy 

16. Clauses 16 to 21 apply to the SRSS Provider only if the Commonwealth's Indigenous 
Opportunities Policy applies to the Contract.  

17. The SRSS Provider must: 

17.1 maintain and implement a current Indigenous Training, Employment and 
Supplier Plan (ITES Plan) throughout the Term of the Contract; and 

17.2 submit to the Department of Employment an annual Implementation and 
Outcomes Report in accordance with the requirements stipulated in the 
Indigenous Opportunities Policy Guidelines (available at 
http://employment.gov.au/background-indigenous-opportunities-policy). 

18. The SRSS Provider's implementation of the ITES Plan in no way diminishes the SRSS 
Provider's other Obligations under this Contract. 

19. The SRSS Provider consents to the Department or any other Commonwealth Agency: 

19.1 publicising or reporting on the SRSS Provider's performance in relation to the 
ITES Plan and level of compliance with the ITES Plan; and 

19.2 publicising or reporting on any information contained in the ITES Plan or the 
Implementation and Outcomes Report required to be submitted in accordance 
with the IOP and this Contract. 

20. Without limiting the Department's rights, the Department may withhold or suspend any 
payment in whole or part, it the SRSS Provider has not performed its Obligations under this 
Contract related to maintaining a current ITES Plan and to reporting to the satisfaction of the 
Commonwealth. 

21. The terms 'significant Indigenous populations', 'Implementation and Outcomes Report' and 
'Indigenous Training, Employment and Supplier Plan' have the same meaning as they have in 
the Indigenous Opportunities Policy Guidelines (available at 
http://employment.gov.au/background-indigenous-opportunities-policy). 
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22. Without limiting clauses 16 to 21, the SRSS Provider must use its reasonable endeavours to 
provide employment opportunities to Aboriginal and Torres Strait Islander people where there 
are positions available and there are Aboriginal or Torres Strait Islander people available with 
suitable qualifications, experience and expertise. 

Work Health And Safety 

23. In clause 24 to 26 below: 

Act means the Work Health and Safety Act 2011 (Cth). 

Person Conducting a Business or Undertaking (PCBU) as defined by the Act means a 
person conducting a business or undertaking: 

(a) whether the person conducts the business or undertaking alone or with others; and 

(b) whether or not the business or undertaking is conducted for profit or gain. 

24. The SRSS Provider must ensure that the Services are provided in a manner that does not pose 
any avoidable health or safety risk to the SRSS Provider's Personnel, to the Department’s 
Personnel or to any other person. 

25. Without limiting in any way the work health and safety Obligations that the SRSS Provider 
has under this Contract, including those that apply due to the operation of Commonwealth and 
State or Territory Laws, the SRSS Provider must: 

25.1 ensure that a PCBU meets the primary duty of care requirements of section 19 of 
the Act or corresponding State or Territory legislation; 

25.2 ensure the regulator is notified immediately after a notifiable incident has 
occurred in accordance with section 38 of the Act or corresponding State or 
Territory legislation; and 

25.3 Notify the Department of: 

(a) any work related injury that causes death or serious personal injury; 

(b) any notifiable incident as defined at sections 35, 36 and 37 of the Act, or 
corresponding State or Territory legislation; and 

(c) each occasion it reports to, or notifies, a regulatory authority of a 
notifiable incident authority under the Act, or the relevant work health 
and safety legislation in that jurisdiction 

within one Business Day after the incident has occurred or within two hours if the 
injury causes death. 

26. At the Department’s request, the SRSS Provider must provide reasonable assistance to the 
Department or Comcare (including giving the Department, Comcare and their agents access 
to the SRSS Provider’s premises, files, information technology systems and Personnel) in 
connection with any monitoring, inspection, investigation or audit of work health and safety 
matters arising in relation to the provision of the Services. 
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Multicultural Access and Equity Policy 

27. The SRSS Provider acknowledges that the Commonwealth's Multicultural Access and Equity 
Policy applies to the provision of the Services under this Contract and the SRSS Provider 
must comply with this policy including: 

27.1 providing the Services in a manner that is sensitive to a culturally and 
linguistically diverse population consistent with the Multicultural Access and 
Equity Policy;  

27.2 monitoring and reporting on its compliance with the Multicultural Access and 
Equity Policy; 

27.3 collecting data on recruited, as relevant, culturally diverse employees, volunteers, 
grantees and contractors; and 

27.4 ensuring that it has in place a complaint mechanism that enables people from 
culturally and linguistically diverse backgrounds to raise concerns about the 
Services provided. 

28. Data collection on the Services  must be consistent with Standards for Statistics on Cultural 
and Language Diversity reviewing and improving Services (see ABS cat. No. 1289.0 at 
http://www.abs.gov.au). 

Public Interest Disclosure 

29. The SRSS Provider must ensure that it complies with its obligations under the Public Interest 

Disclosure Act 2013 (Cth). 

30. In particular, without limiting clause 29, the SRSS Provider must ensure that its Personnel are 
aware that they can make a public interest disclosure, within the meaning of the Public 

Interest Disclosure Act 2013, to one of the Department’s authorised officers. 

Compliance with Applicable Laws 

31. The SRSS Provider must, in carrying out the Services, comply with all relevant legislation of 
the Commonwealth or State or Territory or local authority as it is applicable to the provision 
of the Services, including, but not limited to: 

31.1 Crimes Act 1914 (Cth); 

31.2 Criminal Code Act 1995 (Cth); 

31.3 Racial Discrimination Act 1975 (Cth); 

31.4 Sex Discrimination Act 1984 (Cth); 

31.5 Disability Discrimination Act 1992 (Cth); 

31.6 Workplace Gender Equality Act 2012 (Cth); 

31.7 Fair Work Act 2009 (Cth); 

31.8 Freedom of Information Act 1982 (Cth); 
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31.9 Privacy Act 1988 (Cth); 

31.10 Archives Act 1983 (Cth); 

31.11 Work Health and Safety Act 2011 (Cth); 

31.12 Safety, Rehabilitation and Compensation Act 1988 (Cth); 

31.13 Competition and Consumer Act 2010 (Cth); 

31.14 Auditor-General Act 1997 (Cth);c 

31.15 Environment Protection and Biodiversity Conservation Act 1999 (Cth);  

31.16 Public Governance, Performance and Accountability Act 2013 (Cth); 

31.17 Public Service Act 1999 (Cth);   

31.18 Immigration (Guardianship of Children) Act 1946 (Cth); 

31.19 Christmas Island Act 1958 (Cth); 

31.20 Ombudsman Act 1976 (Cth); 

31.21 Copyright Act 1968 (Cth); 

31.22 Australian Human Rights Commission Act 1986 (Cth); 

31.23 legislation of the Commonwealth or State or Territory or local authority as it is 
applicable to residential tenancies and boarding houses; 

31.24 any applicable requirements for licenses / permits for the exercise of a profession 
or trade necessary to perform the Services; and 

31.25 relevant criminal and child protection legislation, including as set out in Table 1 
below: 

Table 1 

Jurisdiction  Legislation Type of program 

ACT Children and Young 

People Act 2008 (ACT) 

 

Working with 

Vulnerable People 

(Background Checking) 

This legislation sets out the requirements for the 

wellbeing, care and protection of young people, taking 

into account the responsibilities of the community and the 

whole of government for them.  

The legislation imposes a background checking and 

registration requirement for people who work with 

vulnerable people (including children), and for other 
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Act 2011 (ACT) purposes. 

NSW Child Protection 

(Working with Children) 

Act 2012 (NSW) 

 

Individuals are required to apply for a Working With 

Children Check. The Working with Children Check is for 

people who work directly with children, that is, have face-

to-face or physical contact with children in areas of work 

specified as child-related work, or work in a designated 

role as stated in the legislation.  

 

NT Care and Protection of 

Children Act 2007 (NT) 
Individuals are required to apply for a Working With 

Children Check, known as a "Clearance Notice" in the 

Northern Territory. A Clearance Notice is valid for two 

years, and applies to employers and volunteers in child-

related employment settings.  

QLD Commission for 

Children and Young 

People and Child 

Guardian Act 2000 

(Qld) 

Individuals are required to apply for a Working With 

Children Check, known as a "Blue Card" in Queensland. 

Valid for two years, Blue Cards entitle individuals to 

engage in child-related occupations/volunteering. 

SA Children's Protection 

Act 1993 (SA) 
The South Australian system is an employer driven 

"point-in-time" system requiring employers and 

responsible authorities to obtain criminal history checks 

for those engaging in child-related 

occupations/volunteering. 

TAS Education and Care 

Services National Law 

(Application) Act 2011 

(Tas) 

Good Character Check screening program came into force 

1 January 2012, individual employers may also require 

police checks at their discretion. 
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VIC Working With Children 

Act 2005 (Vic) 
Individuals are required to apply for a Working With 

Children Check. Valid for five years, the Check entitles 

individuals to engage in child-related 

occupations/volunteering.  

WA Working with Children 

(Criminal Record 

Checking) Act 2004 

(WA) 

Individuals are required to apply for a Working With 

Children Check. Valid for three years, the Check entitles 

individuals to engage in child-related 

occupations/volunteering. 

 

International Treaties, Charters, Covenants and Agreements 

32. The SRSS Provider must, in carrying out the Services, comply with all relevant international 
treaties, charters, covenants and agreements as they are applicable to the provision of the 
Services, including, but not limited to: 

32.1 International Covenant on Civil and Political Rights; 

32.2 Convention Relating to the Status of Refugees; 

32.3 Convention on the Rights of the Child; 

32.4 Convention against Torture and Other Cruel, Inhuman or Degrading Treatment or 
Punishment; 

32.5 International Convention on the Elimination of all Forms of Racial 
Discrimination; 

32.6 Convention on the Elimination of All Forms of Discrimination against Women; 

32.7 Convention on the Rights of Persons with Disabilities; and 

32.8 Universal Declaration of Human Rights. 

Departmental Specific Policies  

33. The SRSS Provider must comply with the following Department policies, guidelines and 
operational requirements as they exist and as are Notified to the SRSS Provider by the 
Department from time to time during the Term of the Contract (including any amendments), 
including: 

33.1 Guardianship Policy and Principles; 

33.2 Custodian Guidelines; 

33.3 the Status Resolution Support Service (SRSS) Operational Procedures Manual;  
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33.4 SRSS Recipient Feedback Policy; 

33.5 SRSS Recipient Service Charter; 

33.6 Data Security Management Framework; 

33.7 Fraud Control Framework; 

33.8 Risk Management Framework;  

33.9 The SRSS Policy Advice Manual; and 

33.10 other policies, principles, procedures and templates for the SRSS Programme 
Notified to the SRSS Provider. 

General Australian Government Policies 

34. Without limiting any other Obligation in the Contract, the SRSS Provider must, in carrying 
out the Services, comply with the following Australian Government policies listed in Table 2 
as they are applicable to the provision of the Services: 

Table 2 

Government Policy  Publishing Agency 

Australian Public Service Code of Conduct  Australian Public Service Commission 

Australian Government Protective Security 

Policy Framework 
Attorney-General’s Department 

Commonwealth Disability Strategy  Department of Social Services 

Commonwealth Procurement Rules Department of Finance and Deregulation 

Commonwealth Fraud Control Guidelines Attorney-General’s Department 

Human Rights for Immigration Detention  Australian Human Rights Commission  
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ATTACHMENT H (PERFORMANCE GUARANTEE) 

Not Used.  
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ATTACHMENT I (FINANCIAL UNDERTAKING) 

By: [insert Banker's details]  

To: Name of [the Commonwealth of Australia as represented by the Department of 

Immigration and Border Protection] ABN [33 380 054 835] 

At the request of [insert SRSS Provider's name and ABN] (the Applicant) and in consideration of 
the Commonwealth of Australia acting through and represented by the Department of Immigration 
and Border Protection (the Favouree) accepting this Undertaking in connection with the Contract or 
agreement entered into between the Favouree and the Applicant in relation to [insert Contract 

reference], [insert name of Bank] undertakes to pay on demand any sum or sums which may from 
time to time be demanded by the Favouree up to a maximum aggregate sum of $[insert amount in 

figures] ([insert amount in words]) only in Australian Currency (the Sum). 

[insert name of Bank] liability under this undertaking ceases on the first to occur of: 

(a) [insert name of Bank] receipt of written notification from the Favouree that the Sum is no 
longer required by the Favouree; or  

(b) return of this undertaking to [insert name of Bank] by the Favouree; or 

(c) payment to the Favouree by [insert name of Bank] of the whole of the Sum or any part the 
Favouree may require. 

Demands must be in writing; signed by or for and on behalf of the Favouree; and may be made for the 
whole or any part or parts of the Sum (and if only for a part, then further demands may be made for 
the balance).   

[insert name of Bank] agrees that payment or payments due to the Favouree will be made forthwith 
and notwithstanding any notice given by the Applicant to [insert name of Bank] not to pay.  Payment 
will be made by cheque payable to the Favouree or to a bank account in the name of the Favouree. 

[insert name of Bank] may at any time without being required to do so pay to the Favouree the Sum 
less any amount or amounts it may previously have paid under this undertaking or such lesser sum as 
may be required and specified by the Favouree. If [insert name of Bank] makes that payment then its 
liability under this undertaking ceases. 

The Favouree may not assign its rights under this undertaking without the prior written consent of 
[insert name of Bank]. If [insert name of Bank] consents to the assignment of this undertaking then, 
unless the context requires otherwise, the word “Favouree” includes each assignee. 

Dated [insert document production date] 

Signed as a Deed Poll for [insert name of Bank] by: 

 

(sign here) 

Title:  

Name:  
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ATTACHMENT J (SUBCONTRACTOR NOVATION DEED) 

This will be developed as required between the Parties. 
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ATTACHMENT K (CONFIDENTIALITY DEED) 

THIS DEED CONFIDENTIALITY is made on the  day of  20  .  

BETWEEN 

COMMONWEALTH OF AUSTRALIA acting through and represented by the Department of 
Immigration and Border Protection (ABN 33 380 054 835) (Department or DIBP),  

AND 

[insert name and address of the person entering into the Confidentiality Deed] (the Recipient). 

A. The SRSS Provider and the Department are parties to a Contract dated [insert date] 
(Contract).  

B. The Recipient may be used by the SRSS Provider in connection with the provision of 
Services under the Contract. In the course of providing Services under the Contract, the 
Recipient may become aware of information pertaining to, or in connection with, the Contract 
which is Confidential Information or Personal Information.  

1 Definitions 

Approved Person means a person who is: 

(a) Departmental Personnel; or 

(b) any other person nominated or approved by the Department.  

Confidential Information is information that:  

(a) is by its nature confidential;  

(b) is designated by the Department as confidential;  

(c) the Recipient knows or ought to know is confidential including:  

(i) information comprised in or relating to any of the Department's Intellectual 
Property;  

(ii) information relating to the policies, strategies, practices and procedures of the 
Department and any information in the SRSS Provider's or Recipient's 
possession relating to the Department; or  

(iii) security classified information; or  

(d) is the Department’s material and data,  

but does not include information which:  

(e) is or becomes public knowledge other than by a breach by the SRSS Provider or the 
Recipient of any confidentiality obligation; or  

(f) has been independently developed or acquired by the SRSS Provider or the Recipient 
as established by written evidence.  

Services means the Services required to be provided under the Contract. 

SRSS Provider means the entity engaged by the Department to provide the Services under 
the Contract. 

Law means any applicable statute, regulation, by-law, ordinance or subordinate legislation in 
force from time to time in Australia, whether made by a State, Territory, the Commonwealth, 
or a local government, and includes the common law as applicable from time to time. 
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Loss/Losses means all losses, liabilities, damages, fines, costs and expenses (including 
reasonable legal fees on a solicitor/client basis and disbursements and costs of investigation, 
litigation, settlement, judgment, interest and penalties. 

Personal Information means information or an opinion:  

(a) about a natural person whose identity is apparent, or can be reasonably ascertained, 
from the information or opinion;  

(b) whether true or not, and whether recorded in material form or not; and  

(c) of which the Recipient becomes aware because of their involvement in the provision 
of the Services.  

2 Authorised representative 

2.1 The Recipient warrants that the signatory to this Deed is an authorised representative of the 
Recipient and is authorised to bind the Recipient.  

3 Protection of Personal Information and Confidential Information  

3.1 The Recipient agrees to keep secret and confidential all Personal Information and 
Confidential Information and will not directly or indirectly disclose to any person, other than 
an Approved Person, any Personal Information or Confidential Information. The Recipient 
agrees not to make any use of information contained in the Personal Information or 
Confidential Information except as it relates to provision of the Services.  

3.2 The Recipient understands and acknowledges that any unauthorised use or disclosure of 
Personal Information or Confidential Information may make them liable for prosecution 
under the laws of the Commonwealth.  

3.3 The Recipient agrees to immediately notify the Department if it becomes aware that any of 
the Personal Information or the Confidential Information:  

(a) has been used, copied or disclosed in breach of this Deed; or 

(b) is required to be disclosed by law.  

3.4 The Recipient acknowledges that improper use or disclosure of any Personal Information or 
Confidential Information provided to or accessed by the Recipient pursuant to or in 
connection with the provision of the Services may be detrimental to the Department in the 
performance of their functions and may cause harm to any third parties with an interest in the 
Personal Information or Confidential Information. 

4 Indemnity  

4.1 The Recipient agrees to indemnify and hold harmless the Department in respect of all costs, 
(including legal costs and expenses on a solicitor/own client basis) liability, Losses and 
claims reasonably incurred by the Department as a result of a breach of this Deed. 

5 Retrospectivity  

5.1 This Deed has retrospective effect and covers all information disclosed to the Recipient by or 
on behalf of the Department or the SRSS Provider, whether before or after the date of this 
Deed.  

Executed as a deed for and on behalf of the 
Commonwealth of Australia as represented by 
the Department of Immigration and Border 
Protection by its duly authorised delegate:  In the presence of:  
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. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Signature of delegate (print) 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Signature of witness  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Name of delegate (print) 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Name of witness 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Date  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Date  

  

Executed as a deed by the Recipient:  In the presence of:  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Signature of Recipient 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Signature of witness  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Name of Recipient (print) 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Name of witness (print)  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Date  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Date  
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ATTACHMENT L (GLOSSARY) 

In this Contract, m1less the contrruy intention appears, the following defmitions apply: 

TERM 

Accommodation 

Assessment 

Accompanied Minors 

DEFINITION 

Suitability means an assessment of an SRSS Recipient's proposed 

accommodation and Community Link, perfonned by the 

SRSS Provider in accordance with the Schedule of Services 

and the SRSS Operational Procedures Manual. It is 

conducted to ensure that the proposed accommodation is 

liveable and that the Community Link is willing and able to 

provide suitable accommodation to the SRSS Recipient. 

means Minors who are under the care of a Pru·ent, legal 

guardian or an adult relative who has carer/supervisory 

responsibility for the minor, as detennined by the 

Depa1t ment. 

Alternative Places of Detention meru1s places approved in wiiting by the Minister, or his/her 

(APODs) delegate, where a person may be kept in Immigration 

Detention other than at an Immigration Detention 

Centre. Alternative Places of Detention include, but are not 

limited to, Immigration Residential Housing, hnnrigration 

Transit Accommodation, hospitals, nursing homes, mental 

health facilities, hotels and motels. 

APS Values 

Asset 

means the Australian Public Se1vice Values, available at 

www.apsc.gov.au. 

means any item of tangible or intangible property, leased, 

cieated, OI otherwise brought .into existence either wholly or 

in part in providing the Se1vices, and perf onning the SRSS 
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TERM 

Assets and Property Register 

Document 1 

DEFINITION 

means the register described as such in the Schedule of 

Services. 

Assisted Voluntary Return (A VR) or means the programme operated by the Department which 

Assisted 

Programme 

Voluntary 

Auxiliary Material 

Baby Package 

Band 

Band 6 Application 

Retum facilitates and suppo1ts mtlawful non-citizens who elect to 

voluntarily rettu11 to their country of origin. The programme 

is nm in pa1t nership with a voluntary return service provider. 

means Material ( other than Contract Material) which is made 

available by a Party for the purposes of the Contract on or 

following the Commencement Date, including any 

Conunonwealth Material, Existing SRSS Provider Material, 

Third Party Material, and other Material specified as 

Auxiliary Material in Attachment E (Material) of the 

Contract. 

means the additional package of goods provided to families 

with babies. It is a component of Basic Household Goods 

designed specifically to meet the needs of families with new 

or young children. Details of pre-approved expenditure and 

items are contained in the SRSS Operational Procedures 

Manual. 

means one of the six categories of SRSS Recipient groups 

detennined by the Department which detemrine the SRSS 

Recipient's eligibility for Se1vices. 

is an application from a person residing in the c01mnunity to 

be considered for Baud 6 suppo1t through the SRSS 

Programme. 
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TERM 

Basic Household Goods (BHG) 

Basic Starter Package 

Bridging Visa 

Business Day 

Carer 

Document 1 

DEFINITION 

means the household items that the SRSS Provider must 

provide to Band 2 and 3 Recipients. Basic Household Goods 

must be installed in Provided Accormnodation prior to the 

arrival of the SRSS Recipient's at their accolilillodation, in 

accordance with the Schedule of Services and the SRSS 

Operntional Procedures Manual. 

means the basic food and cleaning products that the SRSS 

Provider must provide to Band 3 and eligible Band 4 SRSS 

Recipients who have exited Held Detention immediately on 

anival in Provided Accommodation in accordance with the 

Schedule of Services and the SRSS Operational Procedmes 

Manual. 

means the fom1 of Visa issued by the Depa1t ment, and has 

the same meaning as in the Migration Act 1958 (Cth). 

Without limiting the definition of Bridging Visa under this 

Contract, Bridging Visas are granted by the Minister or the 

Department to asylum seekers to allow them to lawfully exit 

I.Ill.migration Detention and live in the collllm1uity. 

means a day that is not a Saturday, Sunday or public holiday 

in the Australian Capital Tenitory or the Contract Region in 

which the Services are being supplied. 

means an employee or other Personnel of the SRSS Provider 

who gives substantial, continuing and direct assistance to 

Minors. Colilillunity Links and other family can also be 

Carers. 
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TERM 

Case Coordination 

Case Manager 

Case Plan 

Case Plan Review 

Case Plan Update 

Case Worker 

Code of Beha\'iour 

Document 1 

DEFINITION 

means integrated suppo11 to help SRSS Recipients while in 

the SRSS Programme, including suppo11 to connect SRSS 

Recipients to appropriate services. It is delivered on a needs 

basis. 

means an officer of the Department who engages with SRSS 

Recipients to overcome ba1riers to resolving their 

immigration status. 

means a detailed report which outlines a strategy to suppoit a 

Case - an SRSS Recipient or family group. 

means a basic review of a Case Plan in accordance with the 

Schedule of Services and it is to be conducted every time a 

Case Worker contacts an SRSS Recipient to ensme the Case 

Plan is accurate and appropriate. 

means au updated Case Plan (which includes substantive 

changes from the approved Case Plan), submitted to the 

Depa11ment in accordance with the Schedule of Services and 

the SRSS Operational Procedures Manual. It requires 

departmental approval for SRSS Recipients in Bands 2 - 5. 

means a person who is employed by the SRSS Provider to 

provide case coordination Se1vices to SRSS Recipients as 

detailed m the Schedule of Se1vices and the SRSS 

Operational Procedures Manual. 

is an expression of expectations about how certain subclass 

050 bridging (general) Visa holders must behave whlle in 

Australia. Certain persons must sign the Code of Behaviour 

before the Visa is granted. 
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TERM 

Commencement Date 

Commonwealth 

Commonwealth Agency 

Commonwealth Assets 

Commonwealth Contract 

Document 1 

DEFINITION 

means the date that the Contract has been signed by both 

Parties, as specified in Item 4 of the Contract Details. 

the Commonwealth Government of Australia. 

means: 

(a) a Commonwealt11 agency as defined in the 

Financial Management and Accountability Act 

1997 (Cth); 

(b) a Conunonwealth authority as defined in the 
Commonwealth Authorities and Companies Act 
1997 (Cth); 

( c) a Commonwealth company as defined in the 
Commonwealth Authorities and Companies Act 
1997 (Cth); or 

( d) a Conunonwealth entity as defmed in the Public 

Governance, Performance and Accountability Act 
2013 (Cth). 

means assets owned by the Collllllonwealth, including those 
in possession of the SRSS Provider. 

has the same meaning as in the Freedom of Information Act 

1982 (Cth) and means a contracnial arrangement which has 

all of the following elements: 

(a) the Commonwealth or a Commonwealth Agency 
is, or was, a party to the contract; 

(b) under the contract, se1vices are, or were, to be C'\I 
provided: CO 

0) 
(i) by another party; Cl> .,._ 
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TERM 

Document 1 

DEFINITION 

Attaclunent E (Material) of the Contract) or which is copied 

or derived from that Material. 

Commonwealth Procurement Rules means the Commonwealth Procurement Rules issued by the 

(CPRs) 

Community Link 

Community Link Check 

Depaitment of Finance or such replacements mles as issued 

by the Commonwealth. 

means a person in the Australian c01mnunity who is a family 

member or close friend of an SRSS Recipient who is willing 

to offer suppo1t such as accommodation to that SRSS 

Recipient. 

meai1s a basic enqui1y made to a Community Link to 

ascertain the suitability of a proposed prope1ty and 

Community Link for SRSS Recipients in Band 4. This is a 

simpler Se1vice than an Accommodation Suitability 

Assessment. 

Compliance, Case Manageme.nt, means a deprutmental infonnation technology system used to 

Detention and Srttlement (CCMDS) ~:;:~:e!~SS Recipients and others engaged with the 

Portal 

Confidential Information in relation to a Party, means infonuation that is: 

(a) in the case of the Commonwealth's Confidential 
Information, by its nature capable of being 
protected in law or equity as confidential; 

(b) designated by a Paity as confidential in 
Attachment C (Confidential Infonnation) of the 
Contract; or 

(c) in the case of the Collllllonwealth's Confidential 
Infonnation, infonnation which the 
Commonwealth designates as confidential or the 
SRSS Provider knows or ought to know is 
confidential; 

but does not include information: 
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TERM 

Contract 

Contract Charges 

Contract Details 

Contract Material 

Document 1 

DEFINITION 

by breach of the Contract or any other 
confidentiality obligation; or 

( e) that has been independently developed or acquiJ:ed 
without reference to the other Party's Confidential 
Infonnation. 

means the agreement the Department has entered into with 

the SRSS Provider, under which the SRSS Provider will 

provide the Services and :includes all the Attachments, any 

annexures or schedules, and any document expressly 

inco:rporated. 

means the amounts payable by the Department to the SRSS 

Provider as set out in, or calculated in accordance with, 

Attachment B (Contract Charges and Expenses) of the 

Contract. 

means the details applying to the Contract as set out in Part 1 

of the Contract. 

means all Material: 

(a) created by or 011 behalf of the SRSS Provider for 
the pwposes of the Contract, including any 
Material specified as Contract Material in the 
Schedule of Se1vices ; 

(b) 

(c) 

incorporated in, supplied or required to be 
supplied along with the Material refened to in 
paragraph (a); or 

copied or derived from Material refened to in 
paragraphs (a) or (b), and 

includes any modifications to that Material made in 

accordance with the Contract. 
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Document 1 

TERM DEFINITION 

accordance with the Schedule of Services. 

Contract Region is the area in which the SRSS Provider must pe1fonn the 

Services, as specified in the Contract Details. 

Contract Terms and Conditions means the tenns and conditions in Part 2 of the Contract. 

Contract Transition In means the process and Se1vices relating to the SRSS 

Provider's transition into the provision of the Se1vices, the 

details of which are provided in the Contract Transition In 

Plan. This should not be confused with SRSS Recipient 

Transition In. 

Contract Transition In Period is the period in which the SRSS Provider must prepare to be 

ready to fully perform the Seivices in accordance with the 

Contract by the Effective Date. 

Contract Transition In Plan means the plan described as such in the Schedule of 

Se:rvices. 

Contrac.t Transition Out means the process of preparing for handover of the Se1vices 

from the SRSS Provider to the Depatt ment or any new 

provider contracted by the Department to perfo1m the 

Services or any part of the Services or sinrilar services, the 

details of which are provided in the Contract Transition Out 

plan. 

Contract Transition Out Period means the period of time in which the SRSS Provider works 

with the Department or any new provider contracted by the Q) 

Department to transition out of the Contract. .c -I... 
Q) 

Contract Transition Out Plan mea11s the plan described as such in the Schedule of ~ 
Services. 

:::; 

1. 
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TERM DEFINITION 

Core Service Delivery Requirements means the Services described as such in the Schedule of 

Services, and includes: 

Corporate Overhead Fee 

Critical Incident 

Custodian and Custodianship 

Deduction 

Deliverables 

Department 

(a) accommodation Se1vices; and 

(b) Case Coordination Services. 

means the Contract Charges as set out in, or calculated. in 

accordance with, Attachment B (Contract Charges and 

Expenses). 

means an hlcident detenuined to be critical by the 
Depru1ment, as outlined in the relevant depa11mental Incident 
reporting protocol. 

have the same meanings as set out in Immigration 

(Guardianship of Children) Act 1946 (Cth). A Custodian is 

appointed to manage the day to day care of an IGOC Minor. 

Refer to the SRSS Operational Procedmes Manual for 

:ftu1her details. 

means a deduction from an SRSS Recipient's Living 

Allowance made by the Department of Human Se1vices. 

meru1s the Goods, the Contract Material, the Documentation 

and any other item to be supplied by the SRSS Provider to 

the Department (or SRSS Recipients, if applicable) under the 

Contract. 

means the Commonwealth of Australia as represented by the 

Depa11ment of Immigration and Border Protection (DIBP) or 

any deparnuent, agency or authority of the Commonwealth 

which is responsible from time to time for admiuistering the 

Contract. 
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TERM DEFINITION 

Detention Health Service Provider means the contracted provider of all health and medical 

(DHSP) 

Detention Service Provider (DSP) 

Direct Recipient Costs 

Documentation 

Duty of Care 

Effective Date 

Emergency Accommodation 

se1vices to people in Immigration Detention, both Held 

Detention and in the conumutity under Residence 

Detemtination anaugements. 

means an organisation contracted by the Department to 

provide services at hnmigration Detention Facilities. 

means the reimbursable costs associated with providing 

Services to SRSS Recipients. Costs will only be reimbursed 

if they have been preapproved by the Department in writing. 

means any documentation to be provided by the SRSS 

Provider under the Contract, including any Material specified 

as Documentation in Attachment A (Statement of 

Requirement). 

without limiting the de:fi1tition of duty of care under Law, 

means the legal Obligation which is imposed on an 

individual or entity requhing that they or it adhere to a 

standard of reasonable care. 

means the date that the Department Notifies the SRSS 

Provider that the requil'ements of the Contract Transition In 

Plan (and any other requirements required to be met before 

the Effective Date as specified as such in the Contract or 

Schedule of Services) have been met. ("J 
co 
0) 

Provided Acco1muodation for eligible SRSS Recipients in <l> ,._ 
:5 t5 

Band 5. Emergency Acco1mnodation is available for up to s.... ~ 
<l> ,­

two weeks and it requires depa1tmental approval. Extensions D . Q 
c .._ 

are available in exceptional circumstances only. :::; m 
~ § 

1--E-n-gl-is-b- as_a_S_e_co_n_d_ L_a_n_g_ua_g_e_(_E_S_L_) __ m_ e-an_s_a_p_1_·0-gi-·a-m-me_w_l11-· c_h_p_r-ov_i_d-es- E-ngl- is_h_l_ai_1gu- a-ge- n-1it_io_n--1~ ~ 

tnining to people from non-English speaking backgrounds. >, -
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TERM 

Escalation 

Essential Registrations 

Excusable Event 

Existing SRSS Provider Material 

Exit Checklist 

Expenses 

Document 1 

DEFINITION 

means tasks / activities that are raised by an SRSS Provider 
or a depa1tmental officer that are for the purposes of 
escalating specific events to the Department for further 
action e.g. identity issues, Assisted Volunta1y Return 
request, changes to family composition, etc). 
means assistance provided by the SRSS Provider to register 

for services, such as Medicare, consistent with the Schedule 

of Services. 

has the meaning given to that tenn in clause 4 7 of the 

Contract. 

means the Material, including any specified as Existing 

SRSS Provider Material in Attachment E (Material), that the 

SRSS Provider has developed before the Commencement 

Date which will or may be used in the provision of the 

Services or the development of Contract Material or other 

Deliverables. 

means a checklist to be completed by the SRSS Provider, 

with the SRSS Recipient, when an SRSS Recipient is exiting 

Band 2 or 3 Provided Accommodation. It must provide 

assurance that the SRSS Recipient has met their 

responsibilitie.s prior to exiting and they have exited in 

accordance with the time.frames stipulated in the Schedule of 

Services. 

means any expenses payable by the Depa1tment to the SRSS 

Provider as set out in, or calculated in accordance with, 

Attachment B (Conn·act Charges and Expenses). Cl> .,._ 
£ t5 

1---------------------------------------1 1,,.. ':::( 
means services in addition to the Services which may be i t: Extra Services 

c ,Q requested by the Depa1tment in accordance with clause 16 of ::J .....,. 
m 

the Contract but does not include any activities, tasks, 1. E: 
:n \..: 

responsibilitie.s or other Obligations set out in the Schedule :l ~ 
of Services or SRSS Operational Procedmes Manual, >, ;::: 

.0 Q 
including those the Department may request periodically or -0 ..._ ___________ ..__ ________________ __. Cl> E 

"' Q C'O ~ 
Cl> <l.) 

Cl> ~ 
0:::: Ll... 
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TERM DEFINITION 

in exceptional circumstances. Extra Services do not include 

Additional Services refened to in the CCMDS Po1tal which 

will be used by the SRSS Provider to connmmicate with the 

Depa11ment. 

Financial Hardship Assistance means assistance provided to eligible SRSS Recipients in an 
immediate financial ciisis sin1ation in accoidance with the 
SRSS Operational Prncedures Manual. 

Financial Undertaking means any financial unde11aking requiied to be given by the 
SRSS Provider in accordance with the Contract. 

Fraud Control Plan means the docmnent which outlines the SRSS Provider's 
strategy to manage fraud, which the SRSS Provider is 
required to develop and implement in accOidance with the 
Schedule of Services. 

Goods means any Goods requiied to be provided by the SRSS 
Provider to either the Department or an SRSS Recipient. 

Global Feedback Unit means the area of the Depaitment which is responsible for 

SRSS Recipient feedback, compliments and complaints. 

Held Detention is where a person is physically held in an IDF. 

Humanitarian Settlement Services means the programme which provides suppo1t to eligible 

(HSS) pe,ople with pennanent Visas to help them settle into the 

community. HSS is out of scope of the SRSS. 

IGOC Act means the Immigration (Guardianship of Children) Act 1946 

(Cth). 

Illegal Worker means a non-citizen who: 
Cl> 
.c. 

(a) does not hold a valid visa and who perfo11lls work in -I,,.. 

Australia; or Q) 

(b) holds a valid visa and who performs work in D 
C 

Australia in breach of a visa condition that: :::J 
(i) prohibits him or her from working in 1. 

Australia; or :0 
(ii) restricts the work that he or she may perfonn 0 

in Australia. 
Work means any work, whether for reward or othe1wise. .0 

u 
Q) 
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TER."J\11 DEFINITION 

Immigration Detention has the same meaning that it has in the M;gration Act 1958 

(Cth). 

Immigration Detention Centres means a centre or facility designated as such by the 

(IDC) Depa1tment in which people are held in Immigration 

Detention. 

Immigration Detention Facilities comprise Immigration Detention Cenn·es (IDC), Immigration 
(IDF) Residential Housing (IRH) , Immigration Transit 

Accommodation (ITA) and Alternative Places of Detention. 

Immigration Residential Housing means a form of Alternative Place of Detention. 

(IRH) 

Immigration Transit means a form of Alternative Place of Detention. 

Accommodation (ITA) 

Implementation and Outcomes means the annual Implementation and Outcomes Report 

Report required to be provided in accordance with the requirements 

stipulated in the Indigenous Opportunities Policy Guidelines. 

Implementation Fee means a fee paid to the SRSS Provider on completion of 

Contract Trnnsition In (the Effective Date) following the 

receipt of a coITectly rendered Tax Invoice and subject to 

Attachment B. 

Incident includes any Critical Incident, Major Incident, Minor 

Incident and any Notifiable Incident. 

Independent Accommodation means accommodation ftmded and maintained by the SRSS 

Recipient. 
a> 
.c -I... 

Independent Observer the SRSS Provider Personnel who provide a> 
means "O 

Iudependent Observer Services. 
C 
:J 

~ -
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TERM 

Independent Observer Services 

Individual Management Plan 

Initial Payment 

Initial Tenn 

Insolvency Event 

Document 1 

DEFINITION 

means the Services described as such in the Schedule of 

Services designed to support the wellbeing of eligible SRSS 

Recipients (Unaccompanied Minors and other SRSS 

Recipients as detemtined by the Department) wltile they 

m1dergo fonnal interviews. 

means a Case Plan managed by the Detention Service 

Provider. 

means the initial allowance an SRSS Provider provides to an 

SRSS Recipient in Bands 2 - 4 on exit from a Detention 

Facility. 

means the initial period of time for which the Contract is 

intended to continue, as specified in Item 5 of the Contract 

Details. 

in respect of a Patty, means the occmTence of: 

(a) a meeting of that Patty's creditors being held or 
called; 

(b) the appointU1ent of a liquidator, provisional 
liquidator or adntiuistrator to that Party; 

(c) the appointU1ent of a conn·oller (as defined in 
section 9 of the Corporations Act 2001 (Cth)) or 

analogous person appointed to that Party or any of 
its property; 

(d) that Party failing to comply, under paragraph 
459F(l) of the Corporations Act 2001 (Cth), with 
a statuto1y demand; 

(e) that Party being unable to pay its debts as they fall 
due or othe1wise becoming insolvent; 

(f) that Party ceasing to exist, for whatever reason, or 

othe1wise beconting incapable of managing its 
own affairs for any reason; 

(g) that Party taking any step that could result in that 
Patty becoming insolvent under administration (as 

defined in section 9 of the Corporations Act 2001 

186 

186 
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Document 1 

DEFINITION 

(Cth)); 

(11) any action being conunenced to bankm pt or wind­
up the affairs of that Paity; or 

(i) that Party ente1ing into a coU1promise or 
arrangement with, or assignment for the benefit of, 
any of its U1embers or creditors, or any analogous 
event. 

Intellectual Property or Intellectual means all intellecnial property rights, including but not 

Property Rights (IPR) limited to the following rights: 

(a) patents, copyright, rights in circuit layouts, 
registered designs, trademarks (including goodwill 
in those marks), know how, trade secrets, domain 
names and any right to have confidential 
infonnation kept confidential; 

(b) any application or right to apply for registration of 
any of the rights refened to in paragraph (a); and 

(c) all rights of a similar nature to any of the rights in 
paragraphs (a) and (b) which may subsist in 
Australia or elsewhere, 

whether or not such tights are registered or capable of being 

registered. 

Indigenous Training, Employment means the plan of that name required to be maintained and 

and Supplier Plan (ITES Plan) impleU1ented in accordance with the Indigenous 

Opportunities Policy. 

ICT Secmity InstJ:uctions 

Law 

means the Depa1t ment's ICT security instructions. 

"' co 
CT.> 

means any applicable statute, regulation, by-law, Oidinance Q) ,._ 

or subordinate legislation in force from tiille to tiille in :5 t5 
I,,.. ~ 

Australia, whether made by a State, Territory, the Q) c: 
D .a_ Commonwealth, or a local government, and includes the C .._ 
::; m 

common law as applicable from time to time. i3 § 
1-----------------1---------------------- -1-,-. ~ 

means the entity responsible as the SRSS Provider's agent :...J C: Lead Member 
>- -

and general representative as refeffed to :md appointed in .0 (3 
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TERM 

Liability 

Living Allowance 

Loss 

Document 1 

DEFINITION 

accordance with clause 26 of the Contract. 

means any liability (whether actual, contingent or 

prospective), including fOI any Loss, inespective of when the 

acts, events, circumstances or things giving rise to the 

liability occuned or existed. 

means the financial assistance provided to an SRSS 

Recipient by the Commonwealth to assist that SRSS 

Recipient to meet theiI day to day cost of living. 

means: 

(a) all losses, liabilities, damages, fwes, costs, 
interest, fees and expenses, including: 

(b) 

(i) legal costs and expenses on a solicitOI/own 
client basis, disbursements, costs of 
investigation, litigation, settlement, 
judgment interest and penalties; 

(ii) the value of internal management and staff 
time assessed according to overhead costs 
with no profit margin, even if the affected 
Personnel would not have been engaged in 
profitable work; 

(iii) the cost of taking reasonable, preventative, 
protective Iemedial or mitigatory action; 
and 

(iv) the cost of obtaiuing any replacement 
products oI se1vices to rectify, remedy oI 
mitigate the damage caused by the relevant 
event; and 

any amount paid by the Department. for any breach 
of the privacy of an individual, being a reasonable 
amount as compensation for loss or damage for 
which the Department would have been liable 
under the Privacy Act 1988 (Cth) if such a breach 
had been that of the Department. 

a> .,_ 
:5 t5 
I... ~ 

a> t: 
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C -. 
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1---------------------------------------1 >- -Major Incident means an Incident detemtined to be major by the .o c3 
Depaitrnent, as outlined in the relevant deparlment.al Incident. "O E 
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TERM DEFINITION 

reporting protocol. 

Material includes docmnents, equipment, software, goods, computer 

file, design, know-how, infonnation and data stored by any 

means, and the subject matte.r of any catego1y of Intellectual 

Prope1ty Right. 

Minister means the Minister for Immigration and Border Protection. 

Minor means a person: 

(a) who is under the age of 18; or 

(b) whom the Department treats as under the age of 18 

in the absence of documentary evidence 

confimling that person's age. 

Minor Incident means an Incident determined to be mit1or by the 

Depru1ment, as outlined in the relevant depru1mental Incident 

reporting protocol. 

Mobile Computing Device includes but is not limited to: 

(a) tablet computers; 

(b) personal digital assistants (PDAt and 

(c) smartphones. 

Mobile Computing Policy means the mobile computing policy the SRSS Provider must 
develop and implement in accordance with the Schedule of 
Services and SRSS Operational Procedures Manual 

Moral Rights has the meaning given in the Copyright Act 1968 (Cth). Cl) 
.c -

NA.ATI (National Accreditation means the specified accreditation relating to translators and 
I... 
Q) 

Authority for Translators and interpreters. 
D 
C: 
::J 

Interpreters) 1.. 
::0 
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National Police Check 

Notice 

Notifiable Incident 

Obligation 

Document 1 

DEFINITION 

Means, for the pmposes of this conn·act, the police check 
SRSS Provider Personnel must undergo before perfonuing 
Services, as described in the Schedule of Services. National 
Police Checks are also required for Community Links 
proposed to care for Unaccompanied Minors. 

means a notice, demand, consent, approval or 

comimmication issued under the Contract that: 

(a) is sent m accordance with clause 65 of the 

Contract; and 

(b) if the context requires, is sent in accordance with 

the Schedule of Services and SRSS Operational 

Procedures Manual. 

Notify, Notified and Notification have a coITesponding 

meaning. 

In the CCMDS Po11al, Notification refers to tasks that do not 

require approval from the department. These include the 

following task types which are implemented in the SRSS 

solution (Confirmation, Payment Confinnation, Inte1view, 

Assessment, Essential Registration, Escalation, Document, 

Note). 

means an incident that is Notifiable to the WHS Regulator 

under the Work Health and Safety Act 2011 (Cth). 

means any legal, equitable, contractual, stanito1y or other 

obligation, commitment, duty, w1de1taking or Liability, 

present or future. 

("J 
co 
0) 

a> ,._ 
5 t5 
s..... ':::( 
a> t: 

i---------------+-------------------------1D _o_ 
Official Order means an official order for Extra Services as set out in clause c ..._ 

::; <O 
16 of the Contract. 1. c-:-

:0 f:: ....._ ____________ ___...__ ___________________ __.- ~ 

0 t: 

190 

190 

>,-
.0 () 

~ E 
~ Q 
C'O "tJ 
Cl) (l) 

a>~ 
a::: LL.. 



TERM 

Orientation Services 

Other Providers 

Parent 

Party or Parties 

Performance Measures 

Personal Information 

Personnel 

Policy Advice Manual 

Document 1 

DEFINITION 

means assistance provided to SRSS Recipients to support 

them understand and be able to navigate the environment 

they are in (life in the APOD or the Australian co!Illllunity), 

and their rights and responsibilities in the SRSS Progra!Illlle. 

means any other entity, including contractors, consultants, 

se1vice providers or other person's engaged by the 

Department to assist with the development or 

implementation of the SRSS Programme or related 

programmes (including other SRSS providers and other 

relevant se1vice providers). 

has the same meaning as it has in the IGOC Act. 

means either or both the Depa1tment and the SRSS Provider 

as the context requires. 

means the se1vice standards, key pe1fonnance indicators or 

any othei- measmes (if any) of the SRSS Provider's 

perfonnance under the Contract, as set out or described in 

the Schedule of Services, the se1vice standards and the key 

perfonnance indicators. 

has the meaning given to that tenn in the Privacy Act 1988 

(Cth). 

means a Pa1ty's officers, employees, volunteers, bailees, 

agents, Slibcontractors (but, in the case of the Department's 
,._ 

Personnel, not including the SRSS Provider), staff or a> 
.c t5 

professional advisers engaged in, or in relation to, the :: ~ 

pe1fom1ance or management of the Contract, and includes 

Specified Persounel. 

a> t: 
D _Q 
C ....._ 
:::; m 

~ E 
means the document that contains the policy settings for the ~ ~ 

SRSS Programme. >, -
.0 C) 
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Preliminary Assessment 

Preliminary Assessment Checklist 

Propo1tionate Liability Law 

Protection Visa 

Protective Security Instructions 

Provided Accommodation 

Document 1 

DEFINITION 

means an initial evaluation pe1fonned by the SRSS Provider 
in accordance with the Schedule of Se1vices to detenuine 
whether a person is likely to be eligible for Band 6 Services. 

means the checklist to determine if the person is likely to be 

eligible for Band 6 suppo1t. The SRSS Provider must use the 

checklist when perfonning a Preliminaiy Assessment of an 

SRSS Recipient :in accordance with the Schedule of Se1vices 

and the SRSS Operational Procedures Manual. 

means each of the following: 

(a) the Law Refonn (Contributory Negligence and 
Apportionment of Liability) Act 2001 (SA) 

(b) the Civil Liability Act 2002 (NSW) 

(c) the Civil Liability Act 2003 (Qld) 

(d) the Civil Liability Act 2002 (WA) 

(e) the Wrongs Act 1958 (Vic) 

(f) the Civil Law (Wrongs) Act 2002 (ACT) 

(g) the Civil Liability Act 2002 (Tas), and 

(h) the Proporti.onate Liability Act 2005 (NT). 

is a fonn of permanent Visa issued to people who met the 

eligibility criteria to be recognised as refugees. 

means the Depa1tment's protective security instrnctions. 

means accormnodation which required to be provided by the 

SRSS Prnvider in accordance with the Contract. It is paid by 

the SRSS Provider. Band 2, 3 and 5 Provided Q) .,._ 

Accommodation costs will be reimbursed by the Depa1tment :5 <3 
s.... ,:::C: 

in accordance with Attachment B (Contract Charges and i t: 
C ·Q Expenses). :J -. m 

l---------------1-------------------1:::L= E 
means the fee payable to the SRSS Provider calculated per :ll \..:Q Recipient Management Fee 

:) ~ 
SRSS Recipient per day for each day the SRSS Provider >, .:::: 

provides Se1vices to an SRSS Recipient. .0 c3 
-OE: ..._ ___________ _._ _________________ __. ~ Q 
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TERM DEFINITION 

Rent in Advance Loan a loan provided to the SRSS Recipient by the SRSS Provider 

011 approval from the Department to assist the SRSS 

Recipient with Ient. 

Rental Bond a security deposit a tenant pays at the sta1t of a tenancy. 

Rental Bond Loan means a loan provided to the SRSS Recipient by the SRSS 

ProvideI on approval from the Depaitment to assist with 

bond. 

Request means a task that requires approval from the Department 
before goods or se1vices are rendered to the individual. 

Request for Tender or RFT means Request For Tender No. DIAC RFT 11-13 issued by 
the Department on 31 May 2013. 

Residence Determination means a detennination by the Minister under section 197 AB 

of the Migration Act 1958 (Cth) that a person can reside at a 

specified place in the community instead of Held Detention. 

Sometimes refened to as 'Community Detention' . SRSS 

Recipients subject to a Residence Detennination are free to 

rnove about the colllill1mity but are legally detained. 

Social and Community Services 

(SACS) employee means persons ernployed under the Social, Commwtity, 

Home Care and Disability Services Industry Award 2010 
(SACS awaid) \.Vhich applies to employers in the ciisis 
assistance and supported housing sector, the social and 
community services sector, the home care sector and the 
family day caie sectois. (www.fai1work.gov.au) 

Schedule of Services means Attachment A of this Contract wltich sets out the 

Services required to be provided by the SRSS Provider in 
Q) 
.c -conjunction with the SRSS Operational Procedures Manual. I... 
Q) 
D 

School Days means Monday to Friday inclusive, with the exception of 
C 
:::; 

public and school holidays. )_ 
:0 
I'""\ 
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Schooling Requirement Package 

Security Framework 

Specified Personnel 

SRSS Operational Procedures 

Manual (OPl\1) 

SRSS Provider 

SRSS Recipient 

SRSS Recipient Service Fee 

Status Resolution 

Status Resolution Support Services 

(SRSS) or Services 

Document 1 

DEFINITION 

means a package provided to eligible school aged children as 

described in the SRSS Operational Procedures Manual. It 

may include school uniforms, books, stationary and school 

bags. 

means the Depa1t ment's security framework. 

means the personnel specified in Item 8 of the Contract 

Details. 

means the document developed and updated by the 
Department which provides guidance and detailed 
procedures to assist SRSS Providers with the delivery of the 
SRSS Programme. The guidance and procedures must be 
followed by the SRSS Provider. 

means the entity contracted by the Deprutment to deliver the 

Services as desctibed in Item 1 of the Contract Details, and 

includes its Personnel. 

meru1s a person in receipt of Stanis Resolution Support 

Services. The Deprutment detennines eligibility for Stanis 

Resolution Support Services. 

means the Contract Charges as set out in, or calculated in 

accordance with, Attachment B (Conn·act Charges and 

Expenses). 

meru1s detennining and finalising an individual's 

immigration standing. 

means the Se1vices, Goods, Documentation, Contrnct 

Material and other Deliverables that the Depa1t ment requires 

from the SRSS Provider, as desCiibed in the Contract 

including the Schedule of Se1vices and the SRSS Operational 

Procedures Manual. 
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Status Resolution Support Services means the programme of that name ( or such replacement 

programme (SRSS Programme) programme) managed by the Department lmder which the 

Services are provided. 

Subcontrnct means the contracn1al or other aITangements with a 

Subcontractor. 

Subcontractor means a person to whom a person has subcontracted the 

perfonnance of any part of the Contract in accOidance with 

clause 29 of the Contract, including those person(s) specified. 

at Item 9 of the Corrtrnct Details. 

Substantive Visa any Visa other than a Bridging Visa, criminal justice Visa or 

enforcement Visa. 

Supported Accommodation means Provided Accommodation for SRSS Recipients in 

Band 2. It includes Carer support, access to a vehicle and 

paid. utilities and groceries as outlined in the Schedule of 

Se.cvices and detailed in the SRSS Operational Procedures 

Manual. 

Support Recommendation means the recommendation made by an SRSS Provider 

regarding an SRSS Recipient (or Case) for ongoing support. 

Temporary Visa means a Visa which grants pennission to temporarily remain 

in Australia. 

Tender means the Tender sub1nitted by the SRSS Provider in 

response to the RFT. Q) 
.c -Term means the Initial Tem1 plus any extension in accordance with I... 
Q) 

clause 4.1 of the Conn·act. D 
C 
:J 

Third Party Interest means any legal or equitable right, interest, power or remedy .J.. 
:0 

in favour of any person other than the Commonwealth or the :) 

SRSS Provider in co1mection with the Contract, including, 
.0 

without limitation, any right of possession, receivership, -0 
Q) 

195 

195 



TERM 

Third Party Mate1ial 
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DEFINITION 

control or power of sale, and any mortgage, charge, secmity 

or other interest. 

means Material in which a third party holds Intellectual 

Property Rights, and includes any Material specified as such 

in Attachment E (Material). 

Transition-Out Services (SRSS means the Services described as such in the Schedule of 

Recipient) 

Transitional Accommodation 

Transitional Support 

Trigger Event 

Services and the SRSS Operational Procedures Manual, 

including; 

a) developing, submitting and col.llplying with the 
Contract Transition Out Plan (Bands 2 - 5); 

b) assisting an SRSS Recipient to exit a prope1ty: 

c) refeuing SRSS Recipients to other se1vice 
providers; 

d) assisting with Essential Registration; and 

e) other Se1vices. 

means Provided Accommodation for SRSS Recipients in 

Band 4. It is available for up to six weeks, with longer 

periods only where approved by the Department. 

means the short te1m period of time that Band 4 SRSS 

Recipients are entitled to receive Services tlirough the SRSS 

Programme. 

means an event that triggers the ability of the Depa11ment to Cl> ,._ 
:5 t5 step-in in accordance with clause 56 of the Contract. s.... ':::c 
Cl> t: 

_U_n_a-cc_o_m_p_a_n_i_ed_ M_i_n_o1-.-~- ~--)---~1-n_e_ru-1s_ a_ M-i1-1o_r_ w_h_o_m_ t_h_e_ D_e_p_a1_u_n-e1_u_ d_e_e1_n_s_ to_ b_e_§ ~ 

m 
unaccompanied for the pwpose of this Contract. ~ E 

::0 \..:: 
--------------------------------------1-,-.. ~ 

has the same meaning that it has in the Migration Act 1958 :...J t: Visa 

(Cth). 
>- -
.0 <5 
DE 

'-----------------'----------------------'~ 0 
co --0 
Cl> (1) 
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DEFINITION 

means all statutes, regulations, statut01y instruments, 

subordinate legislation, codes of practice and standards 

(including those of the Commonwealth of Australia and of 

the location where the Se1vices are being delivered) dealing 

with or relevant to health and safety in workplaces and of 

workers and others who may be affected by the carrying out 

of work and includes any approvals, permits, licences, 

directions or requirements of an authoiity exercising 

regulato1y powers in respect of such matters. 
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ATTACHMENT M (OFFICIAL ORDER) 

ORDER FOR EXTRA SERVICES 
This Order is issued by:  
 
the Commonwealth of Australia  
represented by the Department of Immigration and Border Protection (ABN 33 380 054 835) 
of 6 Chan Street, Belconnen, ACT 2617 (DIBP) 
 
to  
 
[Name of SRSS Provider] ABN [insert] ACN [insert] 
of [SRSS Provider’s Address] (SRSS Provider) 
 
under the Contract for the provision of Status Resolution Support Services dated [insert date]. 
In accordance with Clause 16 of Part 2 of the Contract, the terms and conditions of the 
Contract apply to the Extra Services (subject to any specific provisions set out below):   

 
1  Commencement Date of Extra 

Services  
 

[the date of this Order, or insert alternative date] 

2  Charges and Expenses 
 

$[insert] including GST 

3  End Date of Extra Services 
 

[insert date for completion of any Extra Services] 
 

4  Extra Services Ordered 
 

[insert, to the extent applicable, description of 
work in the nature of the Extra Services] 

5  Specific standards and guidelines  
 

[insert any relevant standards and guidelines 
which the SRSS Provider must comply with in the 
provision of the Extra Services] 

 
The terms and conditions of the Contract apply to these Extra Services are  
 
SIGNED for and on behalf of the Commonwealth 
of Australia as represented by the Department of 
Immigration and Border Protection by: 
 
 
 
 
 
 
Name  

 

 
 
 
 
 
Date  
 
Signature  
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Australian Government 
Department of Immigration 

and Border Protection 

DEED OF VARIATION No. 1 
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AND 
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ADULT MULTICULTURAL EDUCATION SERVICES 
ABN 49 056 993 913 
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DEED OF VARIATION 

BETWEEN 

COMMONWEALTH OF AUSTRALIA (the "Commonwealth") represented by the 
Department of Immigration and Border Protection, of 6 Chan St., Belconnen, ACT 
2 617 ( the "Department") 

and 

Adult Multicultural Education Services ABN 49 056 993 913 of Level 4- 1 Little 
Collins Street, Melbourne Vic 3000 (SRSS Provider) 

RECITALS: 

(a) The Parties entered into a contract dated 29 August 2014 (the 
"Contract") for Status Resolution Support Services. 

(b) The Parties have agreed to certain variations to the rights and 
obligations contained in the Contract. 

(c) The Parties wish to formally record those vaiiations in the fonn of this 
Deed of Variation (No. l) (the "Deed"). 

IT IS AGREED: 

1. This Deed: 

(a) is interpreted aud adopts the definitions as specified in the Contract; 

(b) is a part of the entire agreement between the parties in relation to the 
subject matter of the Contract; and 

(c) commences on the day and year this Deed is signed by the Department. 
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2. This Deed makes the following variations to the Contract: 

(a) In clause 72.1 of Part 2 - Contract Terms and Conditions, Insert the following 
words at the beginning of the clause: "Subject to clause 11 (Compliance with 
Tendered Representations) of this Part 2H 

(b) In clause 72. l delete the words "Effective Date" and replace with the words 
"Commencement Date". 

(c) In clause 7.3.4 of Attachment A (Schedule of Seivices): 

(i) delete the words "(up to six weeks)"; and 

(ii) insert the words "(up to 12 weeks of support for families with children 
aged IO and under and up to six weeks of support for all others)" after the 
words "in the Australian community". 

( d) In clause 10.1.3 of Attachment A (Schedule of Seivices): 

(i) delete the words "(up to six weeks)"; and 

(ii) insert the words ''(for up to 12 weeks for families with children aged 10 and 
under and up to six weeks for all other Band 4 Recipients)" after the words 
"by the Department". 

( e) In clause IO .1.4 of Attachment A (Schedule of Seivices ): 

(i) delete the words "(up to two weeks)"; and 

(ii) insert the words "(short terrn in accordance with the Operational Procedures 
Manual)" after the words "Emergency Accommodation". 

(t) In clause 10.27 of Attachment A (Schedule of Seivices): 

(i) delete clause 10.27 of Attachment A (Schedule of Seivices) in its entirety; 
and insert a new clause 10.27 of Attachment A (Schedule ofSeivices) as 
follows: 

"Provided Accommodation for Band 4 (Transitional Accommodation) and 
Band 5 (Emergency Accommodation) SRSS Recipients must be of a 
reasonable standard and appropriate to the needs of those SRSS Recipients. 
For families with children aged 10 and under, boarding houses, hostels and 
backpackers are not considered appropriate. For all other Band 4 SRSS 
Recipients, this acconunodation may include boarding houses, hostels or 
backpackers.,, 

(g) In clause 10.29 of Attachment A (Schedule of Services): 

(i) delete the words "TransitionaJ and" after the words "The cost of'; and 

(ii) insert the words "The cost of Transitional Accommodation is incorporated 
into the Band 4 Recipient Management Fee and will not be reimbursed by 
the Department." to the end of the clause. 

(h) In clause 18.41 of Attachment A (Schedule of Services): 
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(i) insert the words "( or 12 week period for families with children aged 10 and 
under, which is up to 60 Business days)" after the words "of eligibility for 
Band 4"· 

' 
(ii) delete the words "There is no transition period beyond the six week period 

of eligibility.'\ and 

(iii)insert the words "There is no transition period beyond the six or 12 week 
period of eligibility (as relevant) unless an extension of Band 4 support is 
approved in writing by the Department." to the end of the clause. 

(i) In clause 18.42 of Attachment A (Schedule of Services): 

(i) inse1i the words (4( or from Band 6 to Band 5)" after the words "from Band 5 
to Band 6". 

(j) In clause 20.5.5.6 of Attachment A (Schedule of Services): 

(i) insert the words "and Band 3" after the words "for Band 2". 

C} (k) In clause 21.16 of Attachment A (Schedule of Services): 

(i) inse11 the words "and. Band 5" to the heading "Support Recommendation -
Band 4"; and 

(ii) insert the words "FamiUes with children aged 10 and under will 
automatically transition to Band 5 once they have secured independent 
accommodation (and within their 12 week period of eligibility in Band 4).'' 
to the eud of clause 21.16. 

(1) In clause 21.17 of Attachment A (Schedule of Services): 

(i) insert a new Clause 21.17 as follows: 

"21.17 For families with children aged 10 and under, the SRSS Provider 
must submit a Support Recommendation to the Department no later than 10 
Business Days before an SRSS Recipient is due to exit Band 5. Except in 
exceptional circumstances, families with children aged 10 and under will be 
expected to transition to Band 6 within the 12 week period of eligibility." 

(m) In clause 23.30 of Attachment A (Schedule of Se1vices): 

(i) delete the words "Band 3" and replace with the words "Bands 3-6"; and 

(ii) insert the words "where permitted under the Operational Procedures Manual" 
after the words "attend appointments or ESL Classes". 

(n) In clause 30.4 of Attachment A (Schedule of Services): 

(i) inse1t the word "verbally" after the words ·'The SRSS Provider musf\ 

(ii) insert the words "Detention Service Provider" after the words "Critical 
Incidents to the,,, 

(iii) delete the words "Department by telephone", 

(iv) delete the words "follow with an email" and replace with the words "submit 
a written" 
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(o) In clause 30.5 of Attaclunent A (Schedule of Services): 

(i) insert the word "verbally» after the words "The SRSS Provider must", 

(ii) delete the words "Department and the", 

(iii) delete the words "by telephone" 

(p) In clause 30.6 of Attaclunent A (Schedule of Services): 

(i) insert the words "Department and the" before the words Detention Service 
Provider". 

(q) In clause 33.14 of Attachment A (Schedule of Services): 

(i) delete the words "as detailed in paragraphs 32.14 to 32.18." 

(r) In Annex 1 - Performance Measures, Service Standards, Accommodation Services, 
Independent Accollllnodation: 

(i) Inse1i the words "or 12" to the Deliverable entitled «Independent 
Accommodation" after the words "within the six" in the Service Standards. 

(s) In Attachment B (Contract Charges and Expenses): 

(i) In clause 7.2: 

a. Insert the words "(Excluding Band 2 Component)" after the 
words "The Implementation Fee", 

b. delete the word "equal" from clause 7 .2 before the words 
"monthly instalments", 

c. Insert the words "The Band 2 Component of the Implementation 
Fee will be payable to the SRSS Provider if the Department 
advises the SRSS Provider that it will be required to deliver 
Band 2 services, from a date agreed between the SRSS Provider 
and the Departmenf' after the words ' 'Correctly Rendered 
Invoice.'' 

(ii) delete clause 7.5 in its entirety and replace with the following new clause 7.5: 

7.5 Subject to the SRSS Provider otherwise meeting the requirements of the 
Contract, the Department will pay the Corporate Overhead Fee monthly, in 
anears, from the date that the SRSS Provider accepts its first SRSS Recipient 
referral. The Corporate Overhead Fee will be payable by calendar month. If 
the first SRSS Recipient refonal occurs part-way through the month, the 
SRSS Provider will receive the entire monthly Corporate Overhead for the 
month in which the first SRSS Recipient is accepted. 
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(t) In Attachment B (Contract Charges and Expenses): 

(i) delete clause 8 in its entirety and replace with the following new clause 8: 

8.IMPLEMENTATION FEE 

Region: Victoria (VIC) 

(h) In Attachment B (Contract Charges and Expenses): 

a. delete clause l O in its entirety and replace with the following new clause I 0: 

10. RECIPIENT MANAGEMENT FEE (YEAR) 1) 

Region: Victoria (VIC) 

3. In all other respects the terms and conditions of the Contract remain unaltered. 
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Executed as a Deed 

Executed by the Commonwealth of Australia 
represented by the Department of 
Immigration and Border Protection by 
its duly authorised delegate: 
~T(aRli) ------

Name of witness (print) 

Document 1 

. 22fl){a)(ii) 

Signature of delegate 

KATE PoPE 
Name of delegate (print) 

H«.ST Ass ,s Tf\NT Se:ce.CT~(<-.'--/ 
Position of delegate (print) 

SIGNED on behaU of Adult 
Multicultural Education Services, 
ABN 49 056 993 913 acting as its 
authorised representative in the 
Qresence of: 
. 47F('I) 

Signature of Aufhonsed 
Representative 

.47F(f) 

Name of Authorised Representative 
(print) 

lO/ O:;J. / ;t015 
Dat'e 7 

. 47F('I) 

Signature of Witness 

. 47F(1) 

Name of Witness (print) 7 
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DEED OF VARIATION 

BETWEEN 

COMMONWEALTH OF AUSTRALIA (the "Commonwealth") represented by the 
Department of Immigration and Border Protection ABN 33 380 054 835, of 6 Chan 
St., Belconnen, ACT 2617 (the "Department") 

and 

ADULT MULTICULTURAL EDUCATION SERVICES ABN 49 056 993 913 of 
Level 4, 1 Little Collins Street, Melbourne, Victoria, 3000 (the "SRSS Provider") 

RECITALS: 

(a) The Parties entered into a contract dated 29 August 2014 (the 
"Contract") for the provision of Status Resolution Support Services 
(SRSS). 

(b) The Patties agreed to certain variations to the rights and obligations 
contained in the Contract by Deed of Variation (No.l), dated 
10 February 2015. 

( c) The Parties have agreed to further variations to the rights and 
obligations contained in the Contract. 

( d) The Parties wish to fonnally record those variations in the form of this 
Deed of Variation (No. 2) (the "Deed"). 

ITIS AGREED: 

1. This Deed: 

(a) is interpreted and adopts the definitions as specified in the Contract; 

(b) is a part of the entire agreement between the parties in relation to the subject 
matter of the Contract; and 

( c) commences on the day and year this Deed is signed by the Department. 
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2. This Deed makes the following variations to the Contract: 

(a) Delete clause 23.22 of Attachment A (Schedule of Services) in its entirety and 
insert a new clause 23.22 of Attachment A (Schedule of Services) as follows: 

"23 .22 The SRSS Provider must refer individuals who wish to undertake an 
ESL course to the Department and obtain the Department's approval 
prior to enrolling any individual in an ESL course." 

(b) Delete clause 23 .23 of Attaclunent A (Schedule of Services) in its entirety and 
. insert a new clause 23 .23 of Attachment A (Schedule of Services) as follows: 

"23.23 The referral must be made using the template set out in the SRSS 
Operational Procedures :tvfanual.» 

(c) Delete clause 23.24 of Attachment A (Schedule of Services) in its entirety and 
insert a new clause 23.24 of Attachment A (Schedule of Services) as follows: 

"23.24 For each individual approved by the Department to attend an ESL 
course. the SRSS Provider must: 

23.24.1 enrol the individual in the approved ESL course; 

23 .24.2 provide the Department with proof of completion of the ESL 
course or evidence of notification to the Department of the 
participant's withdrawal from the course; 

23.24.3 pay the ESL course invoice directly and charge back the cost to 
the Department." 

(d) After new clause 23.24 of Attachment A (Schedule of Services), insert the 

3. 

following new clauses: · 

"23.24A The SRSS Provider must provide a correctly rendered invoice in 
accordance with clause 34.1 of the Contract. 

23 .24B All clauses in the Contract relating to GST apply to this service. 

23.24C Payment terms are as per clause 32.2 of the Contract. 

23.240 The SRSS Provider must provide additional information relating 
to the programme and participants, as requested in writing by the 
Depa1tment, within ten (10) business days of this request being 
made." 

In all other respects the terms and conditions of the Contract remain unaltered. 
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Executed as a Deed 

Executed by the Commonwealth of Australia 
represented by the Department of 
Immigration and Border Protection by 
its duly authorised delegate: 

's.22(1 )(a)(ii) ]1--------
S1gnature of witness 

f-2L01(aj(ii 

Name of witness (print) 

~O I k, I \5 - --=-- _ _.... _ _ 
Date 

Executed as a Deed by Ad ult 
Multicultural Education Services 
(ABN49056993913) acting by the 
following persons or, if the seal is 
affixed, witnessed by the following 
persons in accordance with s 127 of 
the Corporations Act 2001: 

s. 2'7F('I) 

Signature of Director 

f· ~7F{lJ 

Name of Director (print) 

121 O(, 1 -------- 101c; 
Date 

. 22l11{iij{ii) 

Name of delegate (print) 

FIJ-S, D . / . 8 .P. 

Position of delegate (print) 

. 47F{lJ 

S1gnature ot~I1irector/Company 
Secretary 

. 47F{1) 

Name ofDirector/Company Secretary 
(print) 
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PARTIES 

The Commonwealth of Australia (Commonwealth) as represented by the Department of 
Immigration and Border Protection (Department or DIBP) ABN 33 380 054 835 of 6 Chan Street 
BELCONNEN ACT 2617. 

and 

Australian Red Cross Society ABN 50 169 561 394of 155 Pelham Street, Carlton, Victoria, 3053 
(SRSS Provider) 

RECITALS 

A) The Commonwealth requires the provision of Status Resolution Support Services (SRSS) (the 
Services). 

B) The SRSS Provider is a member of the International Federation of Red Cross and Red Crescent 

Societies and is bound by the Fundamental Principles as set out in the Royal Charter and Rules of 

the SRSS Provider (accessible at www.redcross.org.au).  Accordingly, the SRSS Provider is an 

independent, neutral and impartial organisation committed to humanitarian advocacy, and to 

supporting and assisting the most vulnerable people in the Australian community and around the 

world. 

C) The Commonwealth requires the SRSS Provider to provide the Services using an integrated 
service delivery model to eligible SRSS Recipients during their immigration status resolution 
process by: 

a) delivering and co-ordinating accommodation, care and other support services to SRSS 
Recipients using a needs and risk based approach; 

b) co-ordinating with other entities involved in the delivery of the SRSS Programme; and 

c) providing the Services in a flexible manner so as to meet dynamic and changing policy 
requirements and unpredictable SRSS Recipient case loads.  

D) The Department issued Request For Tender No. DIAC RFT 11-13 on 31 May 2013 (RFT) for 
the Services. 

E) The SRSS Provider submitted a Tender in response to the RFT (Tender). 

F) The SRSS Provider has fully informed itself on all aspects of the work required to be performed 
and has offered to provide the Services in the manner set out in this Contract, which includes 
compliance with the SRSS Policy Advice Manual.    

G) The Department evaluated the Tender and in reliance on the representations made in the Tender 
and subsequent negotiations with the SRSS Provider, the Department has agreed to accept the 
SRSS Provider's offer to provide the Services upon the terms and conditions contained in this 
Contract. 
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OPERATIVE PROVISIONS 

THE PARTIES AGREE as follows: 

This Contract consists of: 

1.1 the Contract Details in PART 1; 

1.2 the Contract Terms and Conditions in PART 2; and 

1.3 the following Attachments: 

1.3.1 Attachment A (Schedule of Services); 

1.3.2 Attachment B (Contract Charges and Expenses); 

1.3.3 Attachment C (Confidential Information); 

1.3.4 Attachment D (Contract Change Process); 

1.3.5 Attachment E (Material); 

1.3.6 Attachment F (Additional Risk Management Measures); 

1.3.7 Attachment G (Commonwealth Law and Policy Requirements); 

1.3.8 Attachment H (Performance Guarantee); 

1.3.9 Attachment I (Financial Undertaking); 

1.3.10 Attachment J (Subcontractor Novation Deed);  

1.3.11 Attachment K (Confidentiality Deed);  

1.3.12 Attachment L (Glossary); and 

1.3.13 Attachment M (Official Order). 
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PART 1- CONTRACT DETAILS 

Item/Description ClauSt" Details 

Reference 

I. SRSS Provider 1. 1 Australian Red Cross Society 
details 155 Pelham Street, Carlton Vic 3053 

(PO Box 196, Carlton South Vic 3053) 
ABN 50 169 561 394 

2. SRSS Provider 1.1 ~-47F(1) I 
Representative Head of Australian Services 

Phone: s. Lf7F(f} 

~ Mob~ .47F(1) 
Email: . 47F(1) I 
Fax: s. 47F(1) I 

Alternative Contact: 
f· 47F(1Y1 
Manager, Strategy & Quality 
Migration Supp01t Programs 

Phon\f f(1/ ~ 
Mobile: · . 47F(1) 
Email: . 47F(1) I 

3. Departmental 1.1 Assistant Secretary 
Representative( s) Community Programmes Services Branch 

(or as otheiwise advised by the Department) 
Email: F 47E(<IJ I 

4. Commencement 1.1, 4.1 1 September 2014 

Date 

5. Initial Term 1.1, 4.2 The Initial Tenn of the Contract is for a 
period until f."'47G(l)1 a} 1. 

6. Option Period 1. 1, 4.2 The Department may, at its sole discretion, 
extend the Contract by up to two additional 
pe1iods of up to two years each after the end 
of the then current Tem1. 

The Department will Notify the SRSS 
Provider at least six months prior to the end 
of the then current Term of the exercise of 
any extension of the Tenn. 
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Item/Description Clause Details 

Refen:·nce 

7. Contract Region(s) 1.1 , 8 Queensland 
New South Wales/ Australian Capital 
Tenitory 
Victoria 
South Australia 
Northern Tenito:ry 
West em Ausn·alia 
Tasmania 



Item/Descriplion Claust> 

Rfft>1·ence 

8. Specified Personnel 1.1 , 28 

Document 2 

Details 

(a) . 47F(1) - Contract Manager 
(b) . 4 7F(1) - Program Manage1i 
Contract Mana~ 
(c) . :.:f7F(11 _J - Prngram Manager 
(d:s. 47F(1) - Program Manager 
(e) . 47F(1) - Finance Manager 
(f) f · 47F(1) -Program Coordinator 
(g)ls.47F(1) - Program 
Coordmator 
(h) . 47F(1) - Program CoOidinator 
(i) . 47F(1) - Program Coordinator 
(j1S. 47F(1) - Program 
CoOia·-m"'-a-to_r __ _ 

(k) f!_~"'-'" ' - Contract Administrator -
Tasmama 
(1) s. :if7F{l) - Contract AdministratOI -
New South Wales 
(m:s. ~7F(1 (Acting}- Contract 
Admiii1strator, Australian Capital Te1Titory 
(n) s. 47~ !] - Contract Administrator -
Queenslan · 
(o)S. :.:f7f(l--.-~.--.,..-_-_-_ ..... _ - Contract 
Admimstrator - Victona 
(p) s. 47F 1) - Contract Coordinator -
Soutli Australia 
( q) s. :.:J7F(f) - Contract Administrator 
- Northern Te1Tito1y 
(r) s. :UF[1) - Contract Administrator -
W estem Australia 

Subcontractor Specified Personnel 

Save the Children 
(a) . 47F(1) - Director, 
AustraliaPrograms 
(b) s. :UF{l - National Program 
Manager 
(c)S. ~7F('fJ - Austrnlian Programs 
Strategic Grnwth Manager 

- Contract 
·am Manager - ,.,,....--__, 

- Finance Manager 
- Prngi·am Coordinator 

----- Progi·am Coordinator 

Ba tist Care SA 
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Reft>1·encf 

Document 2 

Dt>tails 

(a)~· :if7F(l) 
(b)S. 47F(1) 

(c . 47F(1) 

Ben Street 

- Contract Manager 
- Program Manager 

- Finance Manager 

(a) . 47F(1} - Program Manager/ 
Contract Admimstrator 
(b)S. ~7F[f - Program Coordinator 
( c) . 47F( 1) - Program 
Actimmstrator 

CatholicCare Canberra & Goulburn 
Archdiocese 
(a)S. :.:f7F('f) - Program 
M~ er/Contract Manager 
(b) s. 47F{l } - Contract 
Adrinmstrator 
(c)~-:iJ7F(1) - Program Coordinator 
(d)S. 47F(1) - Financial Administrator 

Centacare Catholic Familv Services 
(a)C" 7 F(f) - Contract Manager 
(b) s. 47F(1) - Program Manager 
(c) . 47F(1) - FinanceManager 

Centacare WA 
(a) . 47F(1) 
(b)f · 47F(1) 
(c)S· 47F(1) 

- Contract Manager 
- Program Manager 

- Program Coordinator 

MacKillop Family Services 
(a) 's. lf7F{fJ - Director of Operations 
(b) r · 47F(1 ) - General Manager 
(c)S. 47F(1) - Manager 

(d) . 47F{l) - Coordinator (Metro) 
( e) s. 47F(1) - Senior Administration 
Officer 
(f) s. V F(fr-1 - General Manager 
(Commum!f"Rclations) 
(g) . ~7Fr1J - Business Unit 
Coor ·mator 
(h) . ~7F{l) - Coordinator 
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9. Subcontractors 

Clause 

Rf'fel"t'DCt' 

LL 29 

Document 2 

Dttails 

(a)f.""47F(1) 
(b)!s. 47F(1) 

-Diiector 

Manager 
(c)S. 47F(1l 
(d)

1
S. 47F(1) 

(e)S. 47F(1} 
(f) s. 47F(1) 
(g) . 47F(1) 

- Contract 

-team 
- team 
- team 

MeJ:9' Community Services SEQ Ltd 
(a)S. ~7Ff1) - Contract Manager 
(b) . 47F(1) -Finance Manager 
s..47F(1} - Executive Director 

Wesley Mission Victoria 
(a) . ~7F(f) -General Manager, Youth 
an Commumty Services 
(b) . 47F(f) - Program Manager 
(c)~- 47F(1) - Program Coordinator 
(d)S. 47F(1) - Program Coordinator 
(e) . 47F(1) -General Manager, 
Finance an Corporate Services 

(a) Save the Children Austrnlia 
Level 6 - 250 Victoria Parade, East 
Melbourne Vic 3002 
ABN 99 008 610 035 
SeIVices to be provided: All se1vices for 
Band 1 clients in all geographic Iegions, 
excluding Christmas Island. 

(b) Anglicare Victoria 
PO Box 45 , Abbotsfoid Vic 3067 
ABN 97 397 067 466 
Services to be provided: Se1vices to Bands 2 
and 3 clients in Victoria and Band 4 clients 
for any of those clients. 

(c) Baptist Care (SA) Inc 
Level 2 - Baptist Care House 
130 Rose Tenace 
Wayville SA 5034 
ABN 81 257 754 846 
Services to be provided: Se1vices to Bands 2 
and 4 clients in South Australia. 

( d) Beny Street 
1 Salisbury Street, Richmond Vic 3121 
ABN 24 719 196 762 
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Refr1·rncr 

Services to be ~rovided: Se1vices to Bands 2 
and 4 clients in Victoria. 

(e,) CatholicCare Canberra & Goulburn 
42 Canbe1rnAvenue, FoITest ACT 2603 
ABN 90 046 512 373 
Services to be 12rovided: Se1vices to Bands 2 
and 4 clients in Australiau Capital Te1rit01y. 

(1) Crntacare Catholic Family Services 
45 Wakefield Street, Adelaide SA 5000 
ABN 21 578 907 988 
Services to be 12rovided: Se1vices to Bands 2 
and 4 in South Australia. 

(g) Centrecare Inc. 
456 Hay Street, Perth WA 6000 
ABN 98 651 609 161 
Services to be 12rovided: Se1vices to Bands 
2, 3 and 4 clients. 

(h) Jesuit Refugee Service Australia Inc 
(JRS) 
PO Box 522 Kings Cross NSW 1340 
ABN 75 692 565 034 
Services to be 12rovided: Se1vices to Bands 
2, 3 and 4 clients in New South Wales. 

(i) MacKillop Family Services 
237 Cecil Street, South Melbourne Vic 
3205 
ABN 79 078 299 288 
MacKillop Fami~y Sen1ices are acting as the 
lead agency in a consortium with Jesuit 
Social Services and Catholic Care. 
Services to be 12rovided: Se1vices to Bands 2 
and 4 clients in Victoria, New South Wales/ 
Australian Capital Tenitory and Northern 
Tenitory. 

(j) Metropolitan l\lligrant Resourcr 
Centre 
1/14 Chesterfield Road, Mi.nabrooka WA 
6061 
ABN 60 131 630 845 
Services to be 12rovided: Se1vices to Bands 3 
and 4 clients in Western Australia. 

(k) Mercy Family Services 
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Item/Description Clause Details 

Refen:·nce 

PO Box 182, Banyo Qld 4014 
ABN 94 710 251 744 
Se.rvices to be Rrovided: Se1vices to Bands 
2, 3 and 4 clients in Queensland. 

(1) Wesley Mission Victoria 
148 Lonsdale Street, Melbourne Vic 3000 
ABN 81 098 317 125 
Se.rvices to be Rrovided: Se1vices to Bands 
2, 3 and 4 clients in Vict01ia and Bands 2 
and 4 clients in Tasmania. 

10. Intellectual 39, 40, 41 1ZJ clause 40 (Commonwealth Ownership 
Property Rights - of Iutellectual Property Rights in Contract 
Ownership of Material) is to apply 
Contract Material 

D clause 41 (SRSS Provider Ownership 
Intellectual Property Rights in Contract 
Material) is to apply 

11. Limitation of 52 Not applicable 
liability - cap 

12. Limitation of Not applicable 
liability -limitation 52.2 
on types of liability 

13. Limitation of 52.3 Not applicable 
liability - if not per 
OCCUITence 
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14. Insurances and 
quantum of 
msmance 

15. Address fOI Notices 

16. Governing Law 

Clause 

Refe1·ence 

55 

65 

70 

Document 2 

Details 

Public liability insurance for an insured 
amount orr-4TGTl)1~ per occmrence. 

Products liability insurance for an insmed 
amount o. f !S. 47G(1)(al per occmrence and 
not less thaU: s. 47G(1 )(a~ in aggregate. 

Professional indemnity (or enors and 
omissions insurance) for an insured amoWlt 
of s. 47G(1)(a) per occlmence and not less 
than s. 47G(1 ><a\ in aggregate. 

Workers compensation as required by law. 

Comprehensive motor vehicle insurance of 
not less than1s. 47G(1)(al 

Voluntary group accident schemes set 
amount according to injmy. 

The professional indemnity or errors and 
omissions insurance must be maintained for 
a period of7 years after the end of the Tenn. 

Department 
Assistant Secretary 
Community Programmes Se1vices Branch 
Depa1t ment of hmnigration and Border 
Protection 
(PO Box 25, Bekonnen ACT 2617) 
6 Chan Street, Bekom1en ACT 2617 
Email: p 7E{<I) I 

SRSS Provider: 
.47F('f 

Head of Australian Services 
Australian Red Crnss Society 
(PO Box 196, Cailton South Vic 3053) 
155 Pelham Street, Cadton Vic 3053 
Email: f -47F(1) I 

Australian Capital Tenitory 
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PART 2 - CONTRACT TERMS AND CONDITIONS 

SECTION A - DEFINITIONS, INTERPRETATION AND TERM 

1. DEFINITIONS 

Definitions 

1.1 In this Contract, except where the contrary intention is expressed, the definitions set out 
in the Glossary in Attachment L (Glossary) apply. 

2. INTERPRETATION 

2.1 In this Contract, except where the contrary intention is expressed: 

2.1.1 the singular includes the plural and vice versa, and a gender includes 
other genders; 

2.1.2 another grammatical form of a defined word or expression has a 
corresponding meaning; 

2.1.3 a reference to a clause, paragraph, Attachment, Schedule or Annexure is 
to a clause or paragraph of, or attachment, schedule or annexure to, this 
Contract as the context requires, and a reference to this Contract includes 
any Attachment, Schedule or Annexure; 

2.1.4 any Schedules, Attachments and Annexures to this Contract form part of 
this Contract as the case may be; 

2.1.5 a reference to a clause includes a reference to a subclause of that clause; 

2.1.6 a reference to any agreement or schedule or annexure is to that agreement 
or schedule or annexure as amended, novated, supplemented or replaced; 

2.1.7 a reference to a document, publication, Commonwealth policy or 
instrument is a reference to the document, publication, Commonwealth 
policy or instrument as altered, supplemented or replaced; 

2.1.8 a reference to A$, $A, AUD, dollar or $ is to Australian currency unless 
stated otherwise; 

2.1.9 a reference to time is to the time in the place where the Obligation is to 
be performed or, to the extent that there is any uncertainty, to the time in 
the Australian Capital Territory; 

2.1.10 a reference to a Party to a document includes the Party's executors, 
administrators, successors and permitted assigns and substitutes; 

2.1.11 a reference to a person includes a natural person, partnership, body 
corporate, association, governmental or local authority or agency or other 
entity; 

 16 
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2.1.12 if the SRSS Provider is a trustee, the SRSS Provider enters this Contract 
personally and in its capacity as trustee and warrants that it has the power 
to perform its Obligations under this Contract; 

2.1.13 a reference to a statute, ordinance, code or other Law includes regulations 
and other instruments under it and consolidations, amendments, re-
enactments or replacements of any of them; 

2.1.14 the meaning of general words is not limited by specific examples 
introduced by 'including', 'for example' or similar expressions; 

2.1.15 a rule of construction does not apply to the disadvantage of a Party 
because the Party was responsible for the preparation of this Contract or 
any part of those documents; 

2.1.16 if a day on or by which an Obligation must be performed or an event 
must occur is not a Business Day in the relevant location, the Obligation 
must be performed or the event must occur on or by the next Business 
Day in that location; and 

2.1.17 headings are for ease of reference only and do not affect interpretation. 

2.2 To the extent that the Parties have not completed an item the Contract Details or an 
Attachment is blank, unless otherwise stated in this Contract, that item or Attachment 
will be taken to be 'not applicable' for the purpose of this Contract. 

3. PRIORITY OF DOCUMENTS 

3.1 If there is any inconsistency between the provisions of this Contract, a descending 
order of precedence will be accorded to: 

3.1.1 the Contract Details; 

3.1.2 the Contract Terms and Conditions; 

3.1.3 Attachment A (Schedule of Services); 

3.1.4 Attachment B (Pricing Schedule); 

3.1.5 the other Attachments to this Contract; 

3.1.6 any Schedules or Annexures to this Contract; 

3.1.7 the SRSS Operational Procedures Manual; 

3.1.8 any plans or other documents required to be developed in accordance 
with this Contract; and 

3.1.9 any document incorporated by express reference as part of this Contract, 

so that the provision in the higher ranked document will, to the extent of the 
inconsistency, prevail. 
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4. TERM 

Initial Term 

4.1 This Contract commences on the Commencement Date and continues for the Initial 
Term unless: 

4.1.1 extended in accordance with clause 4.2; or  

4.1.2 terminated earlier in accordance with clauses 62 or 63. 

Option to extend Initial Term 

4.2 Subject to this Clause, the Initial Term may be extended by the Department in its 
absolute discretion for up to two additional periods of up to  (as 
specified in Item 6 of the Contract Details) (each an Option Period), on the terms 
and conditions then in effect, by giving Notice to the SRSS Provider.  Such Notice 
must be given: 

4.2.1 ; or 

4.2.2 if another period is specified in Item 6 of the Contract Details, that 
period,  

before the end of the then current Term.  

4.3 Any extension exercised in accordance with clause 4.2 takes effect from the end of the 
then current Term. 

4.4  By Notice to the Department given within one  of the date of receipt of the 
Notice from the Department, the SRSS Provider may decline an extension of the Initial 
Term, if it can demonstrate to the Department’s reasonable satisfaction that the 
continuation of provision of the SRSS Services by the SRSS Provider during the 
extension of the Initial Term would: 

4.4.1 be in circumstances in which there is or would be a conflict with any of its 
Fundamental Principles; or 

4.4.2 be financially unsustainable for the SRSS Provider, by reason of it being 
unable to recover its direct and indirect costs in connection with the provision 
of the Services.  

 

5. NATURE OF AGREEMENT 

5.1 The Parties have entered into this Contract in consideration of the: 

5.1.1 SRSS Provider having the opportunity to perform the Services in 
accordance with the processes and requirements set out in this Contract; 

5.1.2 SRSS Provider providing the other Services specified in this Contract; 
and 

 18 
 

s. 47G(1)(a)

s. 47G(1)(a)

s. 47G(1)(a)

227

Document 2



5.1.3 Contract Charges.  

SECTION B - THE SERVICES 

6. TRANSITION-IN REQUIREMENTS 

6.1 The SRSS Provider must prepare, implement and comply with: 

6.1.1 the approved Contract Transition In Plan in accordance with the Schedule 
of Services; and 

6.1.2 any other requirements that must be performed during the Contract 
Transition In Period as set out in the Schedule of Services, 

to ensure the SRSS Provider can start providing the Services by the Effective Date. 

6.2 The Department may refer SRSS Recipients to the SRSS Provider before the 
Effective Date if the Department considers that the SRSS Provider is capable of 
receiving referrals and adequately performing the Services during the Contract 
Transition In Period.  In such circumstances, the SRSS Provider must perform the 
Services in relation to any referred SRSS Recipient in accordance with this Contract 
from the date of that referral. 

7. PROVISION OF THE SERVICES  

7.1 Subject to clause 6 and any other Obligation required to be met before the Effective 
Date, the SRSS Provider must meet its Obligations specified in this Contract 
including: 

7.1.1 performing the Services; and 

7.1.2 providing the Contract Material, Documentation and other Deliverables,  

specified in, and in accordance with this Contract (including Attachment A (Schedule 
of Services)) including so as to meet or exceed the Performance Measures from the 
Effective Date. 

7.2 The SRSS Provider must: 

7.2.1 perform the Services as specified in Attachment A (Schedule of Services) 
to the satisfaction of the Department; 

7.2.2 perform the Services in accordance with, and so as to meet, the principles 
and objectives set out in Attachment A (Schedule of Services); 

7.2.3 comply with all representations made to the Department by the SRSS 
Provider in relation to the standards, content, quality and timing of the 
Services (including in accordance with clause 11 and the Schedule of 
Services); 

7.2.4 provide all reasonable assistance consistent with the SRSS Provider's 
Obligations under this Contract and required by the Department; 
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7.2.5 comply with the time frames specified in this Contract, Attachment A 
(Schedule of Services) and the SRSS Operational Procedures Manual, or 
as Notified by the Department; and 

7.2.6 submit invoices, and any supporting documents, in the manner specified 
in clause 34. 

7.3 Subject to Clause 7.4, the SRSS Provider is fully responsible for the performance of 
the Services and for ensuring compliance with the requirements of this Contract, and 
will not be relieved of that responsibility because of any: 

7.3.1 involvement by the Department in the provision of the Services; 

7.3.2 approval by the Department of any plans; 

7.3.3 payment made to the SRSS Provider on account of the Services; 

7.3.4 subcontracting of the Services; or 

7.3.5 acceptance by the Department of replacement Personnel. 

7.4 If the Department issues a direction to the SRSS Provider (or to a Subcontractor) in 
accordance with Clause 10, the SRSS Provider (or the Subcontractor) is, to the extent 
that that direction has the effect of being inconsistent with a term of this Contract, 
relieved of responsibility for the performance of only that part of the Services which 
is performed in connection with that direction.  

8. CONTRACT REGIONS 

8.1 The SRSS Provider must provide the Services in the Contract Region(s) identified in 
Item 7 of the Contract Details. 

8.2 The Department and the SRSS Provider may agree in writing to change the Contract 
Region(s) identified in Item 7 of the Contract Details (or the applicable boundaries of 
the Contract Region(s)), by undertaking the formal variation processes described in 
clause 60 (Variation of this Agreement). 

8.3 The SRSS Provider acknowledges and agrees that: 

8.3.1 the Department is not obliged to purchase the Services only from the 
SRSS Provider; 

8.3.2 other entities may provide the Services or other components of the SRSS 
Programme in the Contract Region or other regions in Australia as the 
case may be; and 

8.3.3 there is no guarantee of any particular number of SRSS Recipients which 
will be referred to the SRSS Provider or to which the Services must be 
provided in the Contract Region. 

8.4 The SRSS Provider acknowledges and agrees that the Department may, at any time, 
acquire services that are the same as or similar to the Services from any other person 
on such terms and conditions as may be agreed between the Department and that 
other person. 
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8.5 The SRSS Provider acknowledges and agrees that the Department may, in its absolute 
discretion and at any time, transfer an SRSS Recipient from the SRSS Provider to an 
alternative service provider in any Contract Region (including within the Contract 
Region identified in Item 7 of the Contract Details). The SRSS Provider must, at no 
additional cost, assist the Department if requested to facilitate the transfer of the 
SRSS Recipient to an alternative service provider. 

8.6 If the SRSS Provider is not in a position to accept a referral of an SRSS Recipient by 
the Department, it may seek a written exemption from the Department and must 
provide reasons for its request.  The Department will not unreasonably refuse any 
such request provided an alternative service provider is available in the Contract 
Region.  The SRSS Provider must, at no additional cost, assist the Department if 
requested to facilitate the transfer of the referral to an alternative service provider. 

9. GENERAL OBLIGATIONS 

9.1 The SRSS Provider must: 

9.1.1 without limiting clause 13, act reasonably and cooperatively in 
performing its Obligations and exercising its rights under this Contract; 

9.1.2 without limiting clause 13, act reasonably and cooperatively with Other 
Providers in performing its Obligations under this Contract; 

9.1.3 diligently perform its Obligations under this Contract; 

9.1.4 perform the Services and all such functions as may be incidental to the 
delivery of the Services in a manner that advances and promotes the 
requirements, principles and objectives of the SRSS Programme as 
described in Attachment A (Schedule of Services); 

9.1.5 perform its Obligations under this Contract in a manner that is responsive 
to the changing needs and environment of the Department and 
government requirements, as communicated to the SRSS Provider by the 
Department; and 

9.1.6 continuously seek to improve the quality and effectiveness of the 
performance of its Obligations under this Contract including in 
accordance with any specific requirements set out in Attachment A 
(Schedule of Services). 

10. COMPLIANCE WITH DIRECTIONS 

10.1 Without limiting any other Obligation in this Contract, the SRSS Provider must, and 
must ensure that its Subcontractors, liaise with, and comply with any directions given 
by the Departmental Representative(s), provided those directions are not inconsistent 
with the Contract. Without limiting this, if a direction could be implemented in more 
than one way the SRSS Provider must seek the Department's direction as to how 
those directions must be implemented. 

10.2 Without limiting clause 10.1, the types of directions that may be given by the 
Departmental Representative(s) or the Department include directions in relation to: 
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10.2.1 which Services require the Department's approval before they are 
performed by the SRSS Provider; 

10.2.2 the cessation of Services to an SRSS Recipient for any reason 
whatsoever, as determined by the Department in its sole discretion; 

10.2.3 the SRSS Provider's co-operation requirements with Other Providers and 
other governance, performance management and reporting arrangements; 

10.2.4 the SRSS Provider's communication and interaction with SRSS 
Recipients and the Department in accordance with this Contact. The 
SRSS Provider acknowledges and warrants that it will not engage in any 
communication and interaction with the SRSS Recipients outside the 
provision of the Services that will put it in breach of its obligations under 
this Contract. Further, the SRSS Provider warrants that it will not engage 
in communications or interactions which contradict or undermine the 
SRSS Programme; and 

10.2.5 which costs and payments require the Department's approval before they 
are incurred or paid by the SRSS Provider, including the payment of 
money to SRSS Recipients. 

11. COMPLIANCE WITH TENDERED REPRESENTATIONS 

11.1 To the extent that: 

11.1.1 the SRSS Provider's Tender sets out how it would perform the Services 
set out in this Contract, or the standards to which those Services would be 
provided or any other representations about the provision of the Services 
by the SRSS Provider; and  

11.1.2 this information has not been subsequently incorporated into this 
Contract, 

then, subject to any direction by the Departmental Representative(s), the SRSS 
Provider must manage and perform the Services in accordance with, and to the 
standards set out in, its Tender; and 

11.1.3 within the Contract Charges, to the extent that to do so is not inconsistent 
with this Contract. 

12. SERVICES STANDARDS 

12.1 Without limiting specific provisions of this Contract, in providing the Services the 
SRSS Provider must ensure: 

12.1.1 in relation to any Services provided, that the SRSS Provider: 

(a) performs the Services to a high professional standard, with due 
care and skill, to the best of the SRSS Provider's knowledge and 
expertise and in accordance with relevant best practice, including 
any Commonwealth, State and Territory and industry standards 
and guidelines specified in Attachment A (Schedule of Services), 
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the SRSS Operational Procedures Manual and Attachment G 
(Commonwealth Law and Policy Requirements); 

(b) provides the Services so that they are fit for purpose; 

(c) performs the Services to the satisfaction of the Departmental 
Representative(s) and in a manner that meets or exceeds the 
Performance Measures;  

(d) performs the Services in a manner that: 

(i) is consistent with and meets the SRSS Provider's 
Duty of Care to SRSS Recipients; and 

(ii) is consistent with and would not put the Department 
in breach of, the Department's Duty of Care to SRSS 
Recipients; and 

(e) complies with all Laws and codes relevant to the performance of 
the Services including any applicable State, Territory and 
national building codes, licensing Obligations and work health 
and safety legislation;  

12.1.2 in relation to any Goods required to be provided by the SRSS Provider 
(including to SRSS Recipients):  

(a) that they meet the requirements specified in Attachment A 
(Schedule of Services) and the SRSS Operational Procedures 
Manual; 

(b) that they are fit for purpose; 

(c) that all fittings, furnishings and other items it provides or 
arranges for the use by SRSS Recipients are in good repair and 
condition, clean and comply with all applicable Australian 
Standards as published by Standards Australia and other 
applicable Laws (at the date of provision to SRSS Recipients);  

12.1.3 in relation to any accommodation it provides or arranges for SRSS 
Recipients: 

(a) that it is in good repair and condition, clean, fit for purpose and 
complies with all applicable building regulations and other 
applicable Laws (at the date SRSS Recipients enter into 
occupation); and 

(b) that it meets the requirements specified in Attachment A 
(Schedule of Services) and the SRSS Operational Procedures 
Manual; 

12.1.4 in relation to any Documentation provided, that it: 
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(a) is fit for purpose and meets the requirements in Attachment A 
(Schedule of Services) and the SRSS Operational Procedures 
Manual; 

(b) is written in English (unless another language is specified in 
Attachment A (Schedule of Services));  

(c) is current, complete and accurate;  

(d) adequately explains key terms and symbols; and 

(e) is of such a nature and quality that it might reasonably be 
expected to achieve or satisfy the SRSS Provider's Obligations 
under this Contract; and 

12.1.5 in relation to any Contract Material or other Deliverable provided, that it:  

(a) is fit for purpose and meets the requirements in Attachment A 
(Schedule of Services) and the SRSS Operational Procedures 
Manual;  

(b) is complete and accurate; 

(c) is of such a nature and quality that it might reasonably be 
expected to achieve or satisfy the SRSS Provider's Obligations 
under this Contract; 

(d) complies with the highest relevant commercially acceptable 
standards and best practice including, at a minimum, to any 
Departmental, Commonwealth or industry standards and 
guidelines specified in Attachment A (Schedule of Services); and 

(e) is supplied with due skill and care and to the best of the SRSS 
Provider's knowledge and expertise and in accordance with all 
Laws applicable to the SRSS Provider or the Deliverable.  

13. CO-OPERATION REQUIREMENTS 

13.1 The SRSS Provider must, and must ensure that its Personnel: 

13.1.1 liaise and co-operate with the Department and Other Providers engaged 
by the Department connection with the SRSS Programme: 

(a) so that the Department is able to successfully deliver the SRSS 
Programme; 

(b) to support each SRSS Recipient through the SRSS Recipient's 
immigration resolution processes; and 

(c) to ensure the proper performance of the Services by the SRSS 
Provider as required by this Contract; and 

13.1.2 co-ordinate its activities and performance of the Services so as to support 
and facilitate, in the Department's best interests, the timely and efficient 
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completion of all work and other activities to be performed for the 
Department by any person. 

13.2 Without limiting its Obligations under this clause 13, the SRSS Provider must comply 
with any specific co-operation and governance Obligations as requested by the 
Department.  

13.3 If, during the SRSS Provider's performance of its Obligations under this Contract, any 
issue arises that is caused by an Other Provider, the SRSS Provider must, at no 
additional cost to the Department, work with the Other Provider(s) to ensure the 
problem is resolved in a timely manner, without affecting the SRSS Provider's 
Obligations under this Contract. 

13.4 The SRSS Provider must promptly respond to requests for information, assistance or 
support from Other Providers, as requested by the Department. 

13.5 The Department may, at any time, itself perform or retain third parties to perform any 
part of the Services. To the extent that the Department performs any part of the 
Services itself, or retains a third party to do so, the SRSS Provider must cooperate 
with the Department or the third party to ensure that the Services are carried out in a 
co-ordinated, effective and timely manner, including by: 

13.5.1 providing access to all Materials, Personnel, accommodation and 
facilities necessary for the Department or the third party to perform the 
Services, subject to the SRSS Provider's reasonable security requirements 
and procedures as specified in this Contract; 

13.5.2 providing any information regarding the Services which a person with 
reasonable technical and commercial skills and expertise would find 
reasonably necessary for the Department or the third party to perform the 
Services; and 

13.5.3 providing any assistance to the Department or the third party as required 
to: 

(a) otherwise perform the Services; and 

(b) agreeing on procedures with the Department and Other Providers 
for the division of responsibilities in relation to the Services and 
functions that may overlap between the SRSS Provider and Other 
Providers. 

13.6 Nothing in this clause 13 relieves the SRSS Provider of any of its Obligations to 
provide the Services in accordance with this Contract. 

14. SRSS OPERATIONAL PROCEDURES MANUAL 

14.1 The Department will develop an SRSS Operational Procedures Manual that will 
provide guidance and outline the procedural requirements to implement the SRSS 
Programme including: 

14.1.1 the processes that must be followed when performing the Services; 

14.1.2 additional standards that must be met when providing the Services; and 
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14.1.3 any limitations or restrictions that may apply to the Services (including 
applicable financial limits and costs and payments that require the 
Department's approval before they are incurred or paid by the SRSS 
Provider). 

14.2 The SRSS Provider must comply with the SRSS Operational Procedures Manual. 

14.3 The Department may amend the SRSS Operational Procedures Manual at any time.   

14.4 The Department will Notify the SRSS Provider of any updates to the SRSS 
Operational Procedures Manual through the Departmental Representative specified in 
Item 3.  The SRSS Provider must not comply with any updated SRSS Operational 
Procedures Manual unless it has been provided to it by the Departmental 
Representative (or the person who is authorised by the Department to act in that 
position). 

14.5 If the SRSS Provider identifies any inconsistency between the SRSS Operational 
Procedures Manual and any part of this Contract, including Attachment A (Schedule 
of Services), it must promptly Notify the Department. 

15. DELIVERY 

15.1 The SRSS Provider must perform and deliver the Services and the Deliverables at: 

15.1.1 the times and in the manner specified in this Contract including 
Attachment A (Schedule of Services) and the SRSS Operational 
Procedures Manual; or 

15.1.2 any later times that the Department Notifies to the SRSS Provider. 

15.2 The SRSS Provider must continue to provide the Services to each SRSS Recipient in 
accordance with Attachment A (Schedule of Services) until: 

15.2.1 such time that: 

(a) the Department Notifies the SRSS Provider to cease the Services 
to that SRSS Recipient; or 

(b) the SRSS Recipient is transferred to an Other Provider in 
accordance with Attachment A (Schedule of Services); or 

15.2.2 the Services are required to be ramped down or transferred to the 
Department or its nominee in accordance with the approved Contract 
Transition Out Plan and Attachment A (Schedule of Services). 

16. EXTRA SERVICES 

Quotation  

16.1 If the Department requires Extra Services from the SRSS Provider under this Contract 
it may: 

16.1.1 request from the SRSS Provider a written quotation, proposal, tender or 
other information relevant to the required Extra Services; 
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16.1.2 conduct any discussions and negotiations with the SRSS Provider that the 
Department requires in order to reach agreement with the SRSS Provider 
on all matters relevant to the Extra Services; and 

16.1.3 mutually determine with the SRSS Provider the contents of an Official 
Order in writing relating to the Extra Services.  

Ordering Extra Services 

16.2 If the Department requires Extra Services, the Department will submit an Official 
Order to the SRSS Provider in the form set out in Attachment M (Official Order) or 
as otherwise Notified by the Department that specifies the Extra Services it requires, 
the corresponding Contract Charges and any other requirements.  

16.3 Following the issue of an Official Order in the agreed form: 

16.3.1 the authorised representatives of both Parties will sign the Official Order;  

16.3.2 the terms of this Contract will apply to the Extra Services, subject to any 
specific provisions set out in the Official Order; 

16.3.3 the Extra Services specified in the Official Order will form part of the 
Services to be provided by the Service Provider; and 

16.3.4 the SRSS Provider must provide the Extra Services in accordance with 
the Official Order and the terms and conditions of this Contract. 

16.4 If there is any inconsistency between the terms and conditions of this Contract and an 
Official Order, the terms and conditions of this Contract will prevail to the extent of 
any inconsistency. 

16.5 The Department is not liable for any Extra Services undertaken or additional 
expenditure incurred by the SRSS Provider unless the Extra Services are the subject 
of an Official Order that has been signed by the Department. 

17. LEASES 

17.1 The SRSS Provider must ensure that any leases entered into in respect of the 
Contract: 

17.1.1 do not bind or name the Commonwealth; 

17.1.2 do not extend for a period that exceeds the Term (unless otherwise agreed 
by the Department before the commitment beyond the Term is entered 
into); and 

17.1.3 otherwise comply with the requirements of the Contract, including 
clause 54.5. 

17.2 The Department will not pay the SRSS Provider any costs (and will not be liable for 
any costs) in relation to any make good or restoration of damage obligations under any 
lease entered into by the SRSS Provider or otherwise in relation to this Contract 
(whether such costs relate to commercial or, subject to clause 17.4, residential 
premises) including costs in relation to: 
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17.2.1 the removal of fittings and alterations;  

17.2.2 the storage or disposal of fittings and alterations; and 

17.2.3 repairing any damage. 

17.3 If this Contract is terminated or reduced in scope for any reason, the Department is not 
required to pay any make good or restoration of damage costs as part of any expenses 
payment in relation to the termination or reduction in scope. 

17.4 In the case of make good costs to residential premises, the Department may (but is not 
obliged to) agree to pay these costs where the SRSS Provider has made alterations to 
the premises at the request of the Department. Any such arrangement must be agreed to 
by the Department, in writing, at the time the Department requests the SRSS Provider 
to make alterations to the premises.   

18. GOODS 

Ownership and warranty 

18.1 Where Attachment A (Schedule of Services) or the SRSS Operational Procedures 
Manual indicates that Goods provided to an SRSS Recipient may be retained by that 
SRSS Recipient, the SRSS Provider must ensure, and do all things necessary to 
ensure, that ownership of those Goods:  

18.1.1 vests in the SRSS Recipient upon provision of the Goods to the SRSS 
Recipient; and 

18.1.2 at the time ownership of the Goods passes to the SRSS Recipient, those 
Goods are free of any registered or unregistered charge, lien, mortgage, 
security, or other encumbrance. 

Risk of loss of, or damage to Goods 

18.2 The SRSS Provider acknowledges, agrees and must ensure that if it provides Goods 
to SRSS Recipients, the risk of loss of, or damage to, the Goods resides with the 
SRSS Provider until the Goods have been supplied to the SRSS Recipient in 
accordance with this Contract. 

18.3 The SRSS Provider must ensure that the SRSS Recipient obtains the benefits of any 
warranties applicable to the Goods regardless as to whether the SRSS Recipient has 
title in those Goods. 

Return of Goods 

18.4 The Department may require the SRSS Provider to replace any Goods provided to an 
SRSS Recipient, at no additional cost to the Department, if they have not been 
provided in accordance with this Contract.   

18.5 If the Department Notifies the SRSS Provider that the SRSS Provider must replace 
Goods, the SRSS Provider must promptly arrange for collection and replacement of 
those Goods in consultation with the SRSS Recipient, at the SRSS Provider's risk. 
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18.6 Clauses 18.4 and 18.5 apply irrespective of whether the title in the Goods or other 
Deliverables has passed to the SRSS Recipient.  However, if the SRSS Recipient does 
not consent to the Goods being replaced, the SRSS Provider must Notify the 
Department and follow such further action as the Department requires. 

Register of Goods 

18.7 The SRSS Provider must maintain an up-to-date register of all Goods provided to 
SRSS Recipients, or which are held by or on behalf of the SRSS Provider and 
available to be provided to future SRSS Recipients.  The register must include any 
details required by the Department. The SRSS Provider must promptly provide a 
copy of that register to the Department upon request. This clause does not limit the 
SRSS Provider's Obligations to develop and maintain an Asset and Property Register 
in accordance with Attachment A (Schedule of Services). 

19. DEPARTMENTAL ASSISTANCE  

19.1 Without limiting any of the SRSS Provider's Obligations under this Contract, the 
Department must provide the facilities and assistance (if any) as specified in 
Attachment A (Schedule of Services). 

19.2 Except as provided for in Attachment A (Schedule of Services): 

19.2.1 the Department is not required to provide any facilities, Materials or 
other resources to the SRSS Provider which are needed to perform the 
Services; and 

19.2.2 the SRSS Provider must ensure it has and maintains the facilities, 
Materials and other resources needed to perform the Services in 
accordance with this Contract. 

19.3 If the Department provides any facilities, Materials or other resources to the SRSS 
Provider, the SRSS Provider must promptly check them for their fitness for purpose 
and report any defects immediately to the Department. 

19.4 The SRSS Provider must: 

19.4.1 maintain any facilities, Materials or other resources provided to the SRSS 
Provider by the Department  and protect them from any Loss or damage 
(subject to any fair wear and tear); and 

19.4.2 comply with any applicable conditions or directions imposed by the 
Department in relation to any facilities, Materials or other resources 
provided to the SRSS Provider. 

20. USE OF THE DEPARTMENT'S SYSTEMS 

20.1 The SRSS Provider must use and comply with the Department's information 
technology systems and requirements in accordance with Attachment A (Schedule of 
Services) and the SRSS Operational Procedures Manual. 

 29 
 

238

Document 2



21. TRANSITION OUT OF SERVICES 

Contract Transition Out Plan 

21.1 The SRSS Provider must prepare, implement and comply with the approved Contract 
Transition Out Plan in accordance with Attachment A (Schedule of Services) 
including by: 

21.1.1 performing all the tasks and activities and delivering all Documentation 
and other Deliverables described in the Contract Transition Out Plan in 
accordance with its terms and prescribed timeframes; and 

21.1.2 ensuring that all tasks and activities are fully implemented and completed 
by the date specified by the Department. 

Completing Contract Transition Out 

21.2 The SRSS Provider must Notify the Department when it believes it has satisfied the 
requirements of the Contract Transition Out Plan.  

General Contract Transition Out Obligations 

21.3 Without limiting anything else in this Contract, the SRSS Provider must perform the 
Services in a manner that will effectively and efficiently allow for their transfer to the 
Department or an alternative service provider. 

21.4 The SRSS Provider must take all reasonable actions to ensure the Services are 
transferred to the Department or another entity nominated by the Department during 
the Contract Transition Out Period.  

21.5 During the Contract Transition Out Period: 

21.5.1 the SRSS Provider must comply with the approved Contract Transition 
Out Plan; and 

21.5.2 if requested by the Department, the SRSS Provider must continue to 
perform any part of the Services that has not been transferred to the 
Department or another entity.  

Contract Transition Out Period 

21.6 The Contract Transition Out Period will commence on the earlier of: 

21.6.1 the date on which a termination Notice is given by the Department in 
accordance with this Contract; or 

21.6.2  before this Contract expires.  

21.7 The Contract Transition Out Period will end on the date the Department Notifies the 
SRSS Provider that all the requirements in the approved Contract Transition Out Plan 
have been met and the Services have been either transferred or completed in 
accordance with this Contract and the approved Contract Transition Out Plan.  

 30 
 

s. 47G(1)(a)

239

Document 2



21.8 The terms of the Contract survive during the Contract Transition Out Period (but for 
the avoidance of doubt, the only amounts payable to the SRSS Provider after the end 
of the Term are those expressly stated to be payable during this time as set out in this 
Contract, if any). 

Knowledge transfer 

21.9 Without limiting anything else in this Contract, the SRSS Provider must, at no cost to 
the Department, provide the following assistance to the Department on termination or 
expiration of this Contract: 

21.9.1 transfer or provide access to all information and Material, stored by 
whatever means, held by the SRSS Provider or under the control of the 
SRSS Provider in connection with this Contract; and  

21.9.2 make the SRSS Provider's Personnel available for discussions with the 
Department as may be required. The time, length and subject of these 
discussions will be at the sole discretion of the Department. 

22. OTHER APPROVED PLANS 

22.1 Where this Contract requires the SRSS Provider to submit a plan or any other 
document for approval by the Department: 

22.1.1 that plan or document will have effect from the date of approval by the 
Department; 

22.1.2 if the Department is not satisfied with the plan or other document 
submitted, the SRSS Provider must promptly amend the plan or 
document and resubmit it for approval within the time frame specified by 
the Department; and 

22.1.3 the approval of that plan or other document does not relieve the SRSS 
Provider from its Obligations under this Contract.  

22.2 Without prejudice to any other requirement of this Contract, the SRSS Provider must 
implement all approved plans and documents in the circumstances for which they are 
designed and to the extent appropriate to those circumstances. This Obligation 
includes: 

22.2.1 performing all the tasks and activities set out in the approved plans and 
documents that are described as being for the SRSS Provider's 
performance; 

22.2.2 performing those tasks and activities in accordance with the terms and 
prescribed timeframes of the approved plans and documents; and  

22.2.3 ensuring that the approved plans and documents are fully implemented 
and maintained and the tasks and activities described in them are 
completed promptly. 

22.3 Where the Contract (including Attachment A (Schedule of Services)) requires a plan or 
other document to be updated, maintained or provided on request to the Department, the 
SRSS Provider must ensure it: 
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22.3.1 complies with the requirement and ensures updates and changes to plans are 
consistent with the Contract and with any directions or recommendations 
from the Department; and 

22.3.2 complies with a request to provide any plan within the timeframe specified by 
the Department. 

23. PERFORMANCE MANAGEMENT 

Performance Management - General  

23.1 The Department will monitor the performance of the SRSS Provider under this 
Contract and will evaluate the effectiveness of the SRSS Provider's performance on 
an on-going basis.   

23.2 The SRSS Provider must: 

23.2.1 comply with the performance management framework specified in 
Attachment A (Schedule of Services); and 

23.2.2 report to the Departmental Representative(s) on its performance under 
this Contract: 

(a) during the Contract Transition In Period, as required by the 
Department but no less than monthly; and 

(b) following the Effective Date as required by the Department but 
no less than quarterly for the first year and six monthly thereafter 
or as otherwise specified in Attachment A (Schedule of 
Services). 

23.3 The Department may, by Notice, change the reporting requirements (including 
timing) and will consult with the SRSS Provider in relation to any changes to the 
reporting requirements the Department wishes to make, at a reasonable time prior to 
giving that Notice. 

23.4 The Department will conduct a Quality Assurance programme to review and assess 
the performance of the SRSS Provider.  Reviews will take into account the 
information that the SRSS Provider provides to the Department in its reports and any 
other information the Department has in relation to the SRSS Provider's performance 
under this Contract. 

23.5 If the Department determines that the SRSS Provider's performance is not consistent 
with this Contract, the Department will Notify the SRSS Provider of the failure and 
specify a time period within which the SRSS Provider must remedy the failure, if 
capable of remedy.  The SRSS Provider must respond to this Notice, in writing, 
providing information on the reason for the failure and the strategy it will adopt to 
remedy the failure and to prevent further failures. 

23.6 Without limiting the Department's rights, if following a Notice given under 
clause 23.5, the Department determines that the SRSS Provider's performance has not 
improved to the Department's satisfaction within the period of time specified in the 
Notice, the Department may: 
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23.6.1 require the SRSS Provider to propose and comply with a remediation 
plan, additional Performance Measures or other measures for 
performance that are acceptable to the Department; 

23.6.2 reduce the scope of this Contract; or 

23.6.3 terminate this Contract. 

23.7 The remainder of this clause 23 applies if Attachment A (Schedule of Services) 
specifies specific Performance Measures.  

Measuring and monitoring tools  

23.8 Unless specified otherwise in Attachment A (Schedule of Services), the SRSS 
Provider must:  

23.8.1 where required, implement and maintain during the Term, measuring and 
monitoring tools capable of measuring its performance against the 
Performance Measures; 

23.8.2 provide the Department with access to the data and information gathered 
by those tools; 

23.8.3 if requested by the Department demonstrate to the Department the 
operation and accuracy of those tools; and 

23.8.4 investigate any failure to perform the Services in accordance with the 
Performance Measures. 

Consequences of failing to meet Specific Performance Measures 

23.9 During the first year after the Effective Date, the Parties intend to consider, negotiate 
and agree the consequences for failing to meet the specific Performance Measures 
that will apply to the Contract.  The Parties will endeavour, in good faith, to agree to 
the consequences for failing to meet the specific Performance Measures that are 
attainable, relevant and measurable.  If the Parties are able to reach agreement by the 
first anniversary of the Effective Date the Parties will record their agreement through 
a variation to this Contract in accordance with clause 60 to implement the agreed 
consequences for failing to meet the Performance Measures (which will replace 
clauses 23.12 to 23.14 with the agreed Performance Measures). 

23.10 If the Parties are unable to agree Performance Measures by the first anniversary of the 
Effective Date, clauses 23.12 to 23.14 will apply. 

23.11 Nothing in this clause 23 limits the Department's rights in relation to any failure by 
the SRSS Provider to meet the Performance Measures (including for breach of this 
Contract).  

23.12 The Department may Notify the SRSS Provider of the consequences that will apply if 
the SRSS Provider fails to meet a Performance Measure, including, if specified in the 
Notice, the Contract Rebates that will apply.  The maximum Contract Rebate that 
may be specified in the Notice is 10% (in aggregate for all failures to meet the 
Performance Measures in the applicable month) of the Corporate Overhead Fee and 
Recipient Management Fee (in aggregate) payable for the applicable month.   
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23.13 Immediately after the issue of a Notice under clause 23.12, the Contract Rebate: 

23.13.1 may be applied at the Department's discretion, at any amount not 
exceeding 10% of the aggregate of the Corporate Overhead Fee and the 
Recipient Management Fee payable for the month as set out in 
clause 23.12; and 

23.13.2 if applied, the SRSS Provider must submit an adjusted invoice as directed 
by the Department to reflect the Contract Rebate applied. 

23.14 The Department will consult with the SRSS Provider before applying any Contract 
Rebate and will take into account the outcome of those consultations. 

23.15 The SRSS Provider acknowledges and agrees that the consequences for failing to 
meet the Performance Measures: 

23.15.1 are reasonable and appropriate for managing the SRSS Provider's 
adherence to its Obligations under the Contract; and 

23.15.2 do not limit the Department's rights or remedies arising from any 
defective performance under the Contract. 

23.16 The Parties agree that: 

23.16.1 the amount of any Contract Rebates payable by the SRSS Provider under 
this Contract will not exceed the total amount of the Contract Charges 
payable to the SRSS Provider under this Contract; and 

23.16.2 the Department is not obliged to impose any Contract Rebate that may 
apply in accordance with this Contract; 

23.16.3 any failure to impose a Contract Rebate does not limit the Department's 
right to apply a Contract Rebate in accordance with this Contract or 
otherwise waive any of the Department's other rights under this Contract. 

Variations to the Performance Measures 

23.17 The Department may, at its discretion, vary the Performance Measures by providing 
at least 20 Business Days prior written Notice to the SRSS Provider without requiring 
an amendment to this Contract.  The Department may vary the Performance Measures 
for any reason (including to ensure that they continue to accurately reflect the 
requirements of this Contract and the priorities of the Department). 

23.18 The Department will consult with the SRSS Provider in relation to any change in the 
Performance  Measures which the Department proposes to make, at a reasonable time 
prior to the commencement of any variation in the Performance Measures.  For 
clarity, any amendments to the Performance Measures as a result of this consultation 
do not need to be included in a new Notice to the SRSS Provider. 

Review of Performance Measures 

23.19 The SRSS Provider must: 
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23.19.1 liaise with the Department as and when requested by the Department to 
review the appropriateness and relevance of the Performance Measures; and 

23.19.2 provide such information as the Department may request about the effects of 
the Performance Measures and performance of the Services, including to 
enable the Department to assess the appropriateness and relevance of the 
Performance Measures. 

24. DEFECTIVE SERVICES OR DELIVERABLES 

24.1 Following delivery of the Services or Deliverables by the SRSS Provider to the 
Department, the Department may take steps to verify that the Services or Deliverables 
delivered conform to the requirements of the Contract. 

24.2 If the Services or Deliverables do not conform to the requirements of the Contract, 
the Department may Notify the SRSS Provider that some or all of the Services or 
Deliverables are rejected, in which case delivery or performance will be deemed not 
to have occurred for the purpose of determining whether the SRSS Provider has 
complied with clause 15.1. 

24.3 The SRSS Provider must make good or replace the rejected Services or Deliverables 
at no additional cost to the Department, within the time specified by the Department.  
The SRSS Provider must meet all costs of, and incidental to, the performance of any 
remedial work. 

SECTION C - GOVERNANCE AND PERSONNEL 

25. GOVERNANCE  

25.1 In addition to the reporting requirements in clauses 23 and 30, the SRSS Provider 
must comply with the governance and reporting requirements set out in Attachment A 
(Schedule of Services). 

26. UNINCORPORATED CONSORTIA 

26.1 This clause 26 applies only if the SRSS Provider comprises more than one entity. 

26.2 The SRSS Provider warrants that its governance arrangements are as specified in this 
Contract as at the Commencement Date. 

26.3 On the Commencement Date, all the entities that comprise the SRSS Provider appoint 
the Lead Member as their agent and general representative for the purpose of this 
Contract.  

26.4 Without limiting the SRSS Provider's Obligations under this Contract (including 
under clause 75), the Lead Member may: 

26.4.1 exercise some or all of the SRSS Provider's rights; 

26.4.2 perform or discharge some or all of the SRSS Provider's Obligations; and  

26.4.3 otherwise administer and perform this Contract on behalf of the SRSS 
Provider including the collection of the Contract Charges. 
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26.5 Without limiting clause 60, the SRSS Provider must not: 

26.5.1 change its governance arrangements as specified in this Contract; 

26.5.2 limit the Lead Member's authority; or 

26.5.3 change the Lead Member, 

without the Department's prior written approval. 

26.6 Nothing in this clause 26 prevents the Department directly communicating with or 
enforcing each entities' Obligations in respect of each entity comprising the SRSS 
Provider.  

27. MANAGEMENT OF SERVICE PROVIDER PERSONNEL 

General 

27.1 The SRSS Provider must: 

27.1.1 comply with its human resource management Obligations described in 
Attachment A (Schedule of Services); 

27.1.2 manage its Personnel (including Subcontractors) in a manner designed to 
ensure the best performance of the Services; 

27.1.3 ensure that its Personnel conduct themselves in a professional and ethical 
manner in undertaking and completing the Services and, in particular, 
that they demonstrate cross-cultural sensitivity and awareness in their 
performance of the Services; 

27.1.4 ensure that its Personnel are aware of and comply with  the APS Values 
and Code of Conduct and provide the Services in a manner consistent 
with the APS Values and Code of Conduct; and 

27.1.5 ensure that its Personnel comply with: 

(a) any protocols, codes of conduct  procedures or policies specified 
by the Department from time to time, including those specified in 
this Contract and Attachment A (Schedule of Services) and the 
SRSS Operational Procedures Manual; 

(b) all applicable Obligations of the SRSS Provider under this 
Contract so as to not place the SRSS Provider in breach of its 
Obligations under this Contract; and 

(c) all Laws. 

27.2 The Department may require particular SRSS Provider Personnel to provide the 
Services in specific instances (including to ensure the safety and wellbeing of the SRSS 
Recipient, SRSS Provider and the Department). The SRSS Provider must comply with 
any such requests. 
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Removal of Personnel 

27.3 The Department may, at its absolute discretion, give Notice requiring the SRSS 
Provider to remove Personnel (including Specified Personnel) from work in respect 
of the provision of the Services. 

27.4 The SRSS Provider must provide replacement Personnel acceptable to the 
Department at no additional cost and at the earliest opportunity. 

27.5 The unavailability of Personnel for any reason will not limit the SRSS Provider's 
Obligations to provide the Services under this Contract.  Any need to replace any of 
the SRSS Provider's Personnel (including Specified Personnel) during the course of 
the Contract will not constitute an act or event that is beyond the reasonable control 
of the SRSS Provider in meeting the requirements of the Contract. 

27.6 If the SRSS Provider is unable to provide acceptable replacement Personnel, the 
Department may terminate this Contract in accordance with the provisions of 
clause 62. 

Disputes with Personnel 

27.7 If there is any dispute between the SRSS Provider and its Personnel (including 
Subcontractors) that could adversely affect the performance of the Services, the SRSS 
Provider must: 

27.7.1 Notify the Department immediately of the nature of the dispute and of its 
plans to resolve the dispute; and 

27.7.2 without limiting any other Obligation under this Contract, observe and 
implement the reasonable directions of the Department for the purpose of 
ensuring ongoing delivery of the Services. 

SRSS Provider Representative 

27.8 The SRSS Provider must appoint a SRSS Provider Representative. The SRSS 
Provider Representative at the Commencement Date is identified in Item 2.  

27.9 The SRSS Provider Representative is the SRSS Provider's representative in respect of 
all aspects of the requirements specified in this Contract.  

Departmental Representative(s) 

27.10 The Departmental Representative(s) at the Commencement Date is identified in 
Item 3.  

27.11 The Departmental Representative(s) is the Department's representative in respect of 
all aspects of the requirements specified in this Contract.   

27.12 Subject to clause 14.4, the Parties acknowledge and agree that not all Notices may be 
issued by the Departmental Representative(s) and the SRSS Provider must comply 
with any authorised Notice from the Department even if that Notice has not been 
issued by the Departmental Representative(s). 
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Changes to SRSS Provider and Departmental Representative(s) 

27.13 Each Party must Notify the other Party of any change in the address for Notices, or in 
the identity of the SRSS Provider Representative or Departmental Representative(s) 
(as applicable). 

28. SPECIFIED PERSONNEL 

28.1 If the Contract Details set out Specified Personnel, the SRSS Provider agrees that the 
Specified Personnel must undertake work in respect of the Services as set out in the 
Contract Details and in accordance with the terms of this Contract. 

28.2 If Specified Personnel are unable to undertake work in respect of the Services, the 
SRSS Provider must Notify the Department immediately. The SRSS Provider must 
provide replacement Specified Personnel acceptable to the Department at no 
additional cost and at the earliest opportunity. 

29. SUBCONTRACTING 

29.1 The SRSS Provider must not, without the prior written approval of the Department, 
subcontract the performance of any part of the Services.   

29.2 Without limiting clause 74, the Department may impose any terms and conditions it 
considers appropriate when giving its approval under clause 29.1. 

29.3 The SRSS Provider must make available, on request, details including names of all 
Subcontractors performing all or part of the Services. 

29.4 If requested by the Departmental Representative(s), the SRSS Provider must provide 
a copy of each Subcontract to the Department within the timeframes specified by the 
Departmental Representative(s). 

29.5 The Service Provider acknowledges and agrees that the Department may publicly 
disclose the names of any Subcontractors engaged to perform the Services. The SRSS 
Provider must inform the Subcontractors that their participation in performing all or 
part of the Services may be publicly disclosed. 

Obligations to flow down to Subcontracts 

29.6 The SRSS Provider must ensure that any Subcontract for the performance of the 
Services contains provisions that are equivalent to the Obligations imposed on this 
SRSS Provider under this Contract, including those in relation to work health and 
safety, confidentiality, privacy, security, reporting Obligations, disclosures, audit 
requirements and compliance with Laws and Commonwealth policies. 

29.7 The SRSS Provider must ensure that, each Subcontract contains a requirement for the 
Subcontractor to:  

29.7.1 comply with any direction given by the SRSS Provider to reflect a 
direction from the Department including about reporting and remedying 
any defective performance;  

29.7.2 participate in any quality assurance activities conducted by the 
Department and to remedy any issues identified by the Department; 
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29.7.3 directly engage and communicate (including to meet) with the 
Department); and  

29.7.4 provide all information relating to the Subcontractor's performance of 
any services, including documentation and financial information, as 
requested by the Department; 

29.8 For clarity, the Department will not use its rights to communicate directly with the 
Subcontractor in respect of Extra Services or performance measurement or quality 
assurance.  The Department will discuss these matters directly with the SRSS Provider. 

29.9 The Department will take reasonable steps to Notify the SRSS Provider that it intends 
to directly engage and communicate with the SRSS Provider’s Subcontractors in 
accordance with clause 29.7.3 prior to such engagement and communication occurring. 

SECTION D - REPORTING 

30. REPORTING 

30.1 In addition to any specific Obligations in Attachment A (Schedule of Services), the 
SRSS Provider must: 

30.1.1 liaise with the Departmental Representative(s) as required; 

30.1.2 comply effectively and efficiently with any reasonable directions or request 
given by the Departmental Representative(s) in respect of this Contract; 

30.1.3 provide any information the Departmental Representative(s) may reasonably 
require; and 

30.1.4 attend meetings with the Department and Other Providers as required by the 
Department. 

30.2 In addition to other reporting obligations in the Contract, the SRSS Provider must 
prepare and provide to the Department the reports specified in, and in accordance 
with, Attachment A (Schedule of Services) including: 

30.2.1 at the times required by Attachment A (Schedule of Services); 

30.2.2 in the format required by Attachment A (Schedule of Services) (or in 
such other format as the Department may Notify to the SRSS Provider 
from time to time); and 

30.2.3 accurately containing all the details described in Attachment A (Schedule 
of Services) or required by the Department from time to time. 

30.3 The SRSS Provider must prepare and provide to the Department any other reports as 
requested by the Department which are relevant to the Services (including in urgent 
circumstances such as to allow the Department to respond to ministerial or other 
requests for information about the Services). 

 39 
 

248

Document 2



SECTION E - PAYMENTS 

31. NO CHARGES TO SRSS RECIPIENTS 

31.1 The SRSS Provider is not entitled to charge or collect any amount (or any other 
benefit in kind) from SRSS Recipients in connection with the Services, including for 
payments made or services performed which are inconsistent with this Contract or the 
SRSS Operational Procedures Manual, as specified in clauses 7.15 and 7.16 of 
Attachment B (Contract Charges and Expenses).    

32. CONTRACT CHARGES AND EXPENSES 

32.1 In consideration for the performance by the SRSS Provider of its Obligations under 
this Contract and subject to the terms of the Contract, the Department must pay to the 
SRSS Provider: 

32.1.1 the Contract Charges; and 

32.1.2 the Expenses (if any). 

32.2 The Department must pay the SRSS Provider the amount owing within 30 days of the 
receipt of a Correctly Rendered Invoice submitted by the SRSS Provider.  If this 30 day 
period ends on a day that is not a Business Day, payment will be made on the next 
Business Day. 

32.3 If there is a dispute as to whether an amount is payable under an invoice, the SRSS 
Provider must cancel the invoice in dispute and issue a Correctly Rendered Invoice for 
any undisputed portion of the disputed invoice.  The Department must pay a Correctly 
Rendered Invoice for the undisputed portion of a disputed invoice. 

32.4 The Contract Charges and Expenses include (unless otherwise agreed by the 
Department in writing, or are otherwise provided for pursuant to this Contract): 

32.4.1 all costs, resources and expenses required by the SRSS Provider to 
perform the Services, including: 

(a) travel and accommodation costs; 

(b) document reproduction;  

(c) delivery, transportation and courier charges; 

(d) storage and packaging costs;  

(e) insurance costs; and  

(f) telecommunications charges; and 

32.4.2 except as provided by clause 35, all taxes, duties and government charges 
imposed or levied in Australia or overseas in connection with the 
performance of this Contract. 
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Department’s Right to Delay or Reduce Payment 

32.5 Despite anything else in the Contract: 

32.5.1 the Department is not obliged to pay the Contract Charges for any 
Services or Deliverables that are not provided in accordance with the 
Contract or pay any amount that is not payable in accordance with this 
Contract; 

32.5.2 the Department may (in addition and without prejudice to any other right 
it may have) defer payment or reduce the amount of any Contract 
Charges payable until the SRSS Provider has completed, to the 
satisfaction of the Department, that part of the Services to which those 
Contract Charges relates; 

32.5.3 if the Department pays any amount to the SRSS Provider that is not due, 
including by making a payment under an improperly rendered or 
inaccurate invoice, the SRSS Provider must immediately repay that 
overpayment to the Department; and 

32.5.4 the Department may set-off any amount the SRSS Provider owes it, 
including under clause 32.5.3, against any amount the Department owes 
the SRSS Provider, whether owed actually, contingently or prospectively 
under this Contract. 

Interest 

32.6 The Department is not required to pay any interest or penalty in respect of late 
payments, unless expressly stated in Attachment B (Contract Charges and Expenses). 

33. NOT USED 

34. INVOICES 

Correctly Rendered Invoice 

34.1 A Correctly Rendered Invoice means an invoice that: 

34.1.1 unless specified otherwise in Attachment B (Contract Charges and 
Expenses), is submitted monthly in arrears; 

34.1.2 is addressed to the Departmental Representative(s) or such other person 
Notified to the SRSS Provider; 

34.1.3 is in a form, whether required by the A New Tax System (Goods and 
Services Tax) Act 1999 (Cth) or otherwise, that enables the Department to 
claim an input tax credit for any Goods and Services Tax imposed on any 
taxable supply by the SRSS Provider to the Department;  

34.1.4 is correctly addressed; 

34.1.5 is correctly calculated; 

34.1.6 identifies the amount claimed; 
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34.1.7 where explanation is necessary, is accompanied by documentation 
substantiating the amount claimed (including from Subcontractors if 
requested by the Department); and 

34.1.8 contains the information and meets the requirements for invoices set out 
in Attachment B (Contract Charges and Expenses). 

 

Submission of Invoices 

34.2 The SRSS Provider must submit a Correctly Rendered Invoice to the Department for 
the Contract Charges as they become payable under the Contract, at the times set out 
in Attachment B (Contract Charges and Expenses). 

34.3 The SRSS Provider must not submit invoices for Services or Deliverables that have 
not been delivered to the Department. 

34.4 If requested by the Department, the SRSS Provider must provide any additional 
information or clarification in relation to a submitted invoice.  If the SRSS Provider 
fails to provide that additional information or clarification to the Department's 
satisfaction, the Department may withhold payment of the invoice until the additional 
information or clarification has been provided to the Department's satisfaction. 

35. GST 

35.1 In this clause 35, capitalised terms have the meaning given to them in A New Tax 
System (Goods and Services Tax) Act 1999 (Cth). 

35.2 A Party must pay GST on a Taxable Supply made to it under this Contract, in 
addition to any consideration (excluding GST) that is payable for that Taxable Supply 
and it must do so at the same time and in the same way as it is required to pay the 
consideration for that Taxable Supply. 

35.3 A Party making a Taxable Supply to another Party under this Contract must issue a 
Tax Invoice to the other Party, setting out the amount of the GST payable by that 
other Party and must do so at the time the other Party is required to pay the 
consideration for the Taxable Supply. 

35.4 Subject to clause 35.5, if the SRSS Provider is required under this Contract to 
indemnify the Department, or either Party is required to make a contribution to the 
other Party, and the other Party can obtain an Input Tax Credit on an acquisition 
associated with that indemnity or contribution, the amount the Party is required to pay 
is: 

35.4.1 reduced by the amount of that Input Tax Credit; but 

35.4.2 increased by any GST payable by that other Party in respect of the 
indemnity or contribution. 

35.5 Despite clause 35.4, the amount of an indemnity or contribution is not reduced by the 
amount of an Input Tax Credit if that credit has already been taken into account in 
calculating the amount of the indemnity or contribution.  If an Adjustment Event 
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results in the GST on a Taxable Supply being different from the GST recovered by 
the supplier, the supplier: 

35.5.1 must refund to the other Party any excess; and 

35.5.2 may recover from the other Party any shortfall. 

35.6 The recovery of any money from the other Party under clause 35.5 is conditional on 
an Adjustment Note first being given to the other Party. 

36. PUBLIC MONEY 

36.1 The Parties acknowledge that the SRSS Provider is not required to handle money on 
behalf of the Department under the Contract but may be required to pay money to 
SRSS Recipients which will be reimbursed by the Department in accordance with this 
Contract. 

37. BENCHMARKING 

37.1 From time to time during the Term, the Department may: 

37.1.1 test the market for any or all of the Services; and/or 

37.1.2 undertake benchmarking to measure the standards of delivery and cost of 
the Services in part or in the aggregate to determine if the performance of 
the SRSS Provider matches and the Contract Charges are competitive 
with then current market prices and standards of delivery for similar 
services. 

37.2 Benchmarking will be conducted in accordance with the timing and procedures as 
determined by the Department. The Department will consult the SRSS Provider on 
these matters and benchmarking which will not occur more than once every twelve 
months. 

37.3 Without limiting the rights of the Department, the Department may release 
benchmarking results to: 

37.3.1 other Commonwealth Agencies or State and Territory agencies; 

37.3.2 Ministers and their advisers; 

37.3.3 Parliament or parliamentary committees; and 

37.3.4 advisers to the Department. 

37.4 If the benchmarking shows that the Contract Charges are not priced competitively 
because they are higher than the average price for charges for similar services, unless 
the SRSS Provider satisfies the Department that the difference in price is due to the 
Department's unique requirements and not due to the SRSS Provider's performance: 

37.4.1 the SRSS Provider must assist the Department to determine the causes of 
the benchmarker's findings and proactively seek resolution and an 
appropriate reduction in the Contract Charges within 60 Business Days or 
such other period agreed by the Department;  
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37.4.2 if no resolution is reached: 

(a) the Contract Charges will be reduced by the amount of the excess 
determined during the benchmarking from the end of the 
following month; 

(b) the reduced Contract Charges must be reflected in subsequent 
invoices or may be set-off by the Department against any invoice 
received under the Contract; and 

(c) the Contract must be updated in accordance with clause 60 to 
reflect the reduced Contract Charges. 

37.5 A dispute in relation to benchmarking must be resolved in accordance with the 
dispute resolution process set out in this Contract. 

SECTION F - MATERIAL AND INTELLECTUAL PROPERTY RIGHTS 

38. COMMONWEALTH MATERIAL 

38.1 The Department must provide to the SRSS Provider the Commonwealth Material as 
specified or described in Attachment E (Material). 

38.2 The SRSS Provider must ensure that the Commonwealth Material is used, copied, 
supplied, or reproduced only for the purposes of this Contract. 

38.3 The SRSS Provider must ensure that all Commonwealth Material is used strictly in 
accordance with any conditions or restrictions set out in Attachment E (Material), and 
any direction by the Department. 

38.4 Upon the expiration or earlier termination of this Contract, or at any other time Notified 
by the Department, the SRSS Provider must return to the Department all 
Commonwealth Material remaining in its possession unless otherwise directed by the 
Department. 

39. INTELLECTUAL PROPERTY - OWNERSHIP MODEL 

39.1 Item 10 of the Contract Details sets out the ownership model for Intellectual Property 
Rights in all Contract Material.  

39.2 If no ownership model is selected in Item 10 of the Contract details:  

39.2.1 clause 40 will apply; and  

39.2.2 for the avoidance of doubt, no part of clause 41 will apply.  

39.3 Nothing in clauses 39, 40 or 41 affects the ownership of the Intellectual Property 
Rights in any:  

39.3.1 Commonwealth Material;  

39.3.2 Existing SRSS Provider Material; 

39.3.3 Third Party Material; or 
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39.3.4 other Auxiliary Material. 

39.4 The SRSS Provider must obtain all necessary Intellectual Property Rights and 
permissions before using or making available any Third Party Material or other 
Auxiliary Material for the purposes of this Contract.  

39.5 The Department will obtain all necessary Intellectual Property Rights and permissions 
before making Commonwealth Material available to the SRSS Provider for the 
purposes of this Contract.  

40. COMMONWEALTH OWNERSHIP OF INTELLECTUAL PROPERTY RIGHTS 

[Note This clause applies if specified in Item 10 of the Contract Details or if that item is not completed.]  

40.1 All Intellectual Property Rights in all Contract Material vests immediately in the 
Commonwealth upon its creation.  

40.2 Unless otherwise specified in Attachment E (Material), to the extent that the 
Department needs to use any Auxiliary Material provided by the SRSS Provider to 
receive the full benefit of Services or Deliverables (including the Contract Material), 
the SRSS Provider grants to (or must procure for) the Department a permanent, 
irrevocable, royalty-free, worldwide, non-exclusive licence (including a right to 
sublicense) to use, reproduce, adapt, modify, distribute, communicate and exploit that 
Auxiliary Material for any purpose. 

40.3 Unless otherwise specified in Attachment E (Material), to the extent that the SRSS 
Provider needs to use any of the Commonwealth Material or Contract Material for the 
purpose of performing its Obligations under the Contract, the Commonwealth grants 
to the SRSS Provider a world-wide, royalty free, non-exclusive, non-transferable 
licence (including the right to sublicense) to use, reproduce, adapt, modify, distribute 
and communicate that Material solely for the purpose of providing the Services.  

40.4 The licence in clause 40.3 is subject to:  

40.4.1 any limitation, condition or restriction in Attachment E (Material); and 

40.4.2 any direction by the Department. 

41. SRSS PROVIDER OWNERSHIP OF INTELLECTUAL PROPERTY RIGHTS 

[Note: This clause only applies if specified in Item 10 of the Contract Details.]  

41.1 All Intellectual Property Rights in the Contract Material vests or will vest 
immediately in the SRSS Provider upon its creation.  

41.2 Unless otherwise specified in Attachment E (Material), to the extent that the 
Department needs to use any of the Contract Material or Auxiliary Material provided 
by the SRSS Provider to receive the full benefit of the Services or the Deliverables 
(including the Contract Material), the SRSS Provider grants to (or must procure for) 
the Department a permanent, irrevocable, worldwide, royalty free, non-exclusive, 
non-transferable licence (including the right to sublicense) to use, reproduce, adapt, 
modify, distribute, communicate and exploit that Material for any purpose. 
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41.3 If required by the Department, the SRSS Provider must make the Contract Material or 
Auxiliary Material available to third Parties (including to members of the public) by 
means of a Creative Commons licence, in accordance with any reasonable direction 
by the Department. 

41.4 Unless otherwise specified in Attachment E (Material), to the extent that the SRSS 
Provider needs to use any of the Commonwealth Material for the purpose of 
performing its Obligations under the Contract, the Commonwealth grants to the SRSS 
Provider a world-wide, royalty-free, non-exclusive, non-transferable licence 
(including the right to sublicense) to use, reproduce, adapt, modify, distribute and 
communicate that Material solely for the purpose of providing the Services.  

41.5 The licence in clause 41.4 is subject to:  

41.5.1 any limitation, condition or restriction in Attachment E (Material); and 

41.5.2 any direction by the Department.  

42. INTELLECTUAL PROPERTY WARRANTY  

Warranty 

42.1 The SRSS Provider represents and warrants that: 

42.1.1 it is entitled; or 

42.1.2 it will be entitled at the relevant time,  

to grant the licences and deal with the Intellectual Property Rights in any Material, 
including Contract Material, Existing SRSS Provider Material, Third Party Material 
and any other Auxiliary Material provided by it, in the manner set out in this 
Contract. 

Remedy for breach of warranty 

42.2 If someone claims, or the Commonwealth reasonably believes that someone is likely 
to claim, that all or part of a Deliverable or the performance of a Service infringes 
their Intellectual Property Rights, the SRSS Provider must, in addition to the 
indemnity under clause 51 and to any other rights that the Commonwealth may have 
against it, promptly, at the SRSS Provider’s expense: 

42.2.1 use its best efforts to secure the rights for the Commonwealth to continue 
to use the Deliverables free of any claim or Liability for infringement; or 

42.2.2 replace or modify the Service or Deliverables so that the SRSS Provider's 
provision of it or the Department's use of the relevant Deliverable does 
not infringe the Intellectual Property Rights of any other person, 

without any degradation of the performance or quality of the Service or Deliverable.  

43. MORAL RIGHTS 

43.1 For the purposes of this clause 43, ‘Permitted Acts’ means any of the following 
classes or types of acts or omissions: 
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43.1.1 using, reproducing, adapting or exploiting all or any part of the Contract 
Material, with or without attribution of authorship; 

43.1.2 supplementing the Contract Material with any other Material; 

43.1.3 making any variations to, including additions to or deletions from, the 
Contract Material; or 

43.1.4 using the Contract Material in a different context to that originally 
envisaged, 

but does not include those which would infringe the author’s right not to have 
authorship falsely attributed. 

43.2 If the SRSS Provider is a natural person and the author of the Contract Material, he or 
she consents to the performance of the Permitted Acts by the Commonwealth or any 
person claiming under or through the Department. 

43.3 If clause 43.2 does not apply, the SRSS Provider must: 

43.3.1 obtain from each author a written consent which extends directly or 
indirectly to the performance of the Permitted Acts by the Department or 
any person claiming under or through the Department (whether occurring 
before or after the consent is given); and 

43.3.2 provide the executed original of any such consent to the Department upon 
request of the Department. 

43.4 This clause 43: 

43.4.1 applies subject to any provision to the contrary in Attachment E (Material); 
and 

43.4.2 does not apply to any Commonwealth Material incorporated into the 
Contract Material. 

SECTION G - INFORMATION AND SECURITY 

44. CONFIDENTIAL INFORMATION  

44.1 The Parties must not, without prior Notice of consent from the other Party: 

44.1.1 use any Confidential Information of the other Party except for the purposes 
of this Contract; and 

44.1.2 disclose any Confidential Information of the other Party to a third party. 

44.2 Without limiting clause 74, in giving written consent to use or disclose the 
Commonwealth’s Confidential Information, the Department may impose such 
conditions as it thinks fit, and the SRSS Provider must comply with those conditions. 

44.3 If the SRSS Provider becomes subject to a legal Obligation to provide any Confidential 
Information of the Department to a third party, the SRSS Provider must immediately: 
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44.3.1 Notify the Department; 

44.3.2 take all reasonable steps to lawfully resist or narrow the requirement to 
disclose the Confidential Information; and 

44.3.3 assist and cooperate with the Department if the Department seeks to limit 
or resist the requirement for the Confidential Information to be disclosed.  

44.4 If the SRSS Provider becomes aware that any Confidential Information of the 
Department may have been lost, stolen, accessed or used in a manner inconsistent with 
this clause 44, or any suspected or possible breach of this Contract, the SRSS Provider 
must: 

44.4.1 immediately Notify the Department giving details of the suspected or 
possible breach; 

44.4.2 do everything necessary to remedy the unauthorised access to, use or 
disclosure of the Confidential Information, or to prevent the suspected or 
possible breach of this clause 44; 

44.4.3 comply with all written directions from the Department in relation to the 
actual, suspected or possible breach of this clause 44; and 

44.4.4 give the Department all assistance required in connection with proceedings 
which the Department may institute against any person for breach of 
confidence or otherwise. 

44.5 The SRSS Provider must ensure that each member of its Personnel who may have 
access to any Confidential Information of the Department is (before being given access 
to that Confidential Information) briefed on or otherwise made aware of the fact that the 
wrongful disclosure of, or the misuse of, Confidential Information would be a breach of 
this Contract. 

44.6 The Department may at any time require: 

44.6.1 the SRSS Provider’s Personnel; or  

44.6.2 any person with a Third Party Interest, 

to give a written undertaking in a form at Attachment K (Confidentiality Deed) or such 
other form as reasonably required by the Department relating to the use and non-
disclosure of the Commonwealth’s Confidential Information. 

44.7 If the SRSS Provider receives a request under clause 44.6, it must promptly arrange for 
all such undertakings to be given. 

44.8 The Obligations on the Parties under this clause 44 will not be taken to have been 
breached to the extent that Confidential Information: 

44.8.1 is disclosed by a Party in order to comply with Obligations, or exercise 
rights, under this Contract; 

44.8.2 is disclosed by a Party’s internal management Personnel, solely to enable 
effective management or auditing of Contract related activities; 
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44.8.3 is disclosed to any Commonwealth Minister, or the Minister’s advisers; 

44.8.4 without limiting the application of this clause 44.8, is disclosed:  

(a) in order to comply with the requirements of any regulatory body; 

(b) in order to respond to a request that is made by a Royal 
Commission, a body undertaking an administrative or statutory 
review, or an audit or inquiry (whether within or external to the 
Commonwealth), including a review, audit or inquiry that is 
conducted by the Commonwealth Auditor-General, the 
Australian Information Commissioner or the Privacy 
Commissioner pursuant to clause 58; or 

(c) in order to respond to a request or direction of a House, or a 
request by a Committee, of the Parliament of the Commonwealth 
of Australia; 

44.8.5 is authorised or required by Law to be disclosed;  

44.8.6 is shared by the Department within the Department’s organisation, or with 
another agency, where this serves the legitimate interests of the 
Commonwealth; 

44.8.7 is in the public domain otherwise than due to a breach of this clause 44; or 

44.8.8 without limiting this clause 44, was not disclosed by the SRSS Provider to, 
or held by, the Department under an Obligation of confidentiality. 

44.9 Where a person discloses Confidential Information to another person pursuant to 
clauses 44.8.1,  44.8.2, 44.8.3, or 44.8.4, the disclosing person must notify the receiving 
person that the information is confidential. 

44.10 The Obligations under this clause 44 continue after the expiry or termination of this 
Contract unless specified otherwise in relation to particular Confidential Information in 
Attachment C (Confidential Information). 

Reporting Obligations and Disclosures 

44.11 The SRSS Provider permits the disclosure of information related to this Contract for 
various reporting and Commonwealth disclosure Obligations.  These disclosures 
include: 

44.11.1 disclosure of procurement information for the Department’s annual 
reporting purposes; 

44.11.2 disclosure to the Parliament and its committees, as appropriate, in line with 
the Government Guidelines for Official Witnesses before Parliamentary 
Committees and Related Matters; 

44.11.3 disclosure of information consistent with the Freedom of Information 
Act 1982 (Cth);  
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44.11.4 disclosure of discoverable information that is relevant to a case before a 
court; and 

44.11.5 disclosure of information as required under other Law or Commonwealth 
policy. 

44.12 The SRSS Provider must provide all reasonable assistance to the Department with 
regard to the release of the SRSS Provider’s Confidential Information where disclosure 
may be required for the purposes of the Department’s Parliamentary reporting and 
accountability Obligations. 

45. PROTECTION OF PERSONAL INFORMATION 

Application of Clause 

45.1 This clause 45 applies only to the extent that the SRSS Provider deals with Personal 
Information in providing the Services under this Contract. 

Interpretation of this clause 

45.2 In this clause 45, the following terms have the same meaning as they have in the 
Privacy Act 1988 (Cth) (the Privacy Act): 

45.2.1 an agency;  

45.2.2 overseas recipient; 

45.2.3 APP code; 

45.2.4 CR code; 

45.2.5 contracted service provider; and  

45.2.6 APPs (Australian Privacy Principles). 

Obligations of SRSS Provider in relation to Personal Information 

45.3 The SRSS Provider acknowledges that it is a contracted service provider and agrees, in 
providing the Services under this Contract: 

45.3.1 to use or disclose Personal Information obtained in the course of providing 
Services under this Contract only for the purposes of this Contract; 

45.3.2 to carry out and discharge the Obligations contained in the APPs as if it 
were an agency; 

45.3.3 not to do any act or engage in any practice which, if done or engaged in by 
an agency, would be a breach of an APP; 

45.3.4 to comply with the APPs, any registered APP Code or registered CR Code 
that is applicable to the SRSS Provider; 

45.3.5 to comply with APP 5 by notifying the individuals where Personal 
Information is being, or has been collected about the individuals.  Unless 
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otherwise provided by the Privacy Act, the SRSS Provider must notify or 
make the individual/s aware that important information about the 
collection, use and disclosure (to other agencies and third parties, including 
overseas entities) of Personal Information, including sensitive information, 
can be located in the Department's Privacy Notice Form (Form 1442i); 

45.3.6 not to use or disclose Personal Information in breach of APP 7 (Direct 
marketing) of the Privacy Act (where applied to the SRSS Provider), unless 
the information was collected for the purpose of meeting, directly or 
indirectly, an Obligation under this Contract; and the use or disclosure is 
necessary to meet, directly or indirectly, such an Obligation under this 
Contract; 

45.3.7 to comply with any request under section 95C of the Privacy Act (relating 
to disclosure of any provisions of this Contract that are inconsistent with a 
registered APP code binding a party to the Contract or with an APP);  

45.3.8 to comply with the APPs in relation to the collection, use, disclosure, 
storage and destruction or de-identification of Personal Information, when 
disclosure is made to an overseas recipient;  

45.3.9 to ensure that if disclosure is made to an overseas recipient, the overseas 
recipient implements a data breach response plan which includes a 
mechanism for notifying the Department where there are reasonable 
grounds to suspect a data breach and outlines appropriate remedial action;  

45.3.10 to Notify individuals whose Personal Information is held by SRSS Provider 
or Subcontractor, as the case may be, of the complaints mechanism 
outlined in the Privacy Act that may apply to the SRSS Provider; 

45.3.11 to Notify the Department immediately if the SRSS Provider: 

(a) becomes aware of a breach or possible breach of any of the 
Obligations contained in, or referred to in, this clause 45, whether 
by the SRSS Provider or a Subcontractor; 

(b) becomes aware that a disclosure of Personal Information may be 
required by law; or 

(c) is approached by the Information Commissioner, or by any 
individual to whom any Personal Information held by the SRSS 
Provider or Subcontractor relates, in respect of Personal 
Information; 

45.3.12 to cooperate with any reasonable request or direction of the Department in 
relation to an inquiry, audit or other exercise of powers and functions, by 
the Information Commissioner under the Privacy Act;  

45.3.13 to comply with any directions, guidelines, determinations or 
recommendations relating to the use or disclosure of Personal Information 
publicly available or Notified to the SRSS Provider by the Department; and 
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45.3.14 to ensure that all Personnel required to deal with Personal Information for 
the purposes of this Contract are made aware of the Obligations of the 
SRSS Provider set out in this clause 45. 

45.4 The SRSS Provider must ensure that any Subcontract entered into by the SRSS 
Provider for the purpose of fulfilling its Obligations under this Contract imposes on the 
Subcontractor the same Obligations that the SRSS Provider has under this clause 45 
(including this requirement in relation to Subcontracts). 

45.5 The provisions of this clause 45 survive termination or expiration of this Contract. 

Change of Law 

45.6 The SRSS Provider: 

45.6.1 undertakes to comply, at no additional cost to the Department, with any 
changes to the Privacy Act which may come into force during the Term; 
and 

45.6.2 undertakes to agree to the making of changes to this clause 45 which are 
required to reflect any such changes in the Privacy Act. 

45.7 The provisions of this clause 45 survive termination or expiration of this Contract. 

SRSS Recipient involvement in research 

45.8 If the SRSS Provider receives a request from a third party for SRSS Recipient 
involvement in any research, survey, review or data collection activities, the SRSS 
Provider must obtain the SRSS Recipient's consent prior to agreeing to arranging the 
SRSS Recipient's involvement or providing any information about the SRSS Recipient.  

45.9 The SRSS Provider must promptly report to the Department all third party requests for 
SRSS Recipient involvement in any research, survey, review or data collection 
activities.  The SRSS Provider must ensure that Unaccompanied Minors do not 
participate in any research, survey, review or data collection activities without the 
Department's prior written approval. 

46. SECURITY REQUIREMENTS 

46.1 In this clause 46: 

Official Information means any information developed, received or collected by or 
on behalf of the Commonwealth of Australia through its agencies and contracted 
providers; 

Official Resources includes: 

(a) Official Information; 

(b) people who work for or with the Commonwealth; and 

(c) assets belonging to (even if in the possession of contracted Contractors) or in 
the possession of the Commonwealth; 
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Protective Security Policy Framework means the Australian Government 
Protective Security Policy Framework as amended from time to time;  

Security Classified Information means Official Information that, if compromised, 
could have adverse consequences for the Commonwealth; and 

Security Incident means a security breach, violation, contact or approach from those 
seeking unauthorised access to Official Resources. 

General Security Obligations 

46.2 The SRSS Provider must ensure that its Personnel comply with: 

46.2.1 all relevant security requirements specified in the Australian Government 
Protective Security Framework; 

46.2.2 the security requirements specified Attachment A (Schedule of Services); 
and 

46.2.3 any variations or additions to these security requirements that the 
Commonwealth (in its absolute discretion) Notifies the SRSS Provider in 
writing, from the date specified in the Notice (or five Business Days after 
it receives the Notice if no date is specified). 

46.3 The SRSS Provider acknowledges that in performing the Contract, it may become 
subject to certain statutory provisions relating to security and security issues, and 
must ensure that its Personnel are aware of, and comply, with those statutory 
provisions. 

46.4 Subject to clause 60, the SRSS Provider may apply to the Department for a variation 
in the Contract Charges if the SRSS Provider can substantiate that changes to the 
security requirements pursuant to clause 46.2.3 have cost implications for it. 

Personnel Security 

46.5 The SRSS Provider must obtain prior written authorisation from the Department for 
any Personnel who may be required to: 

46.5.1 enter secure areas in the Department’s building or places; 

46.5.2 work with Commonwealth Personnel for extended periods; 

46.5.3 have access to Security Classified Information, or valuable assets; or 

46.5.4 hold a particular kind of security clearance that the Department Notifies 
to the SRSS Provider. 

46.6 The SRSS Provider must ensure that all Personnel proposed for authorisation under 
clause 46.5: 

46.6.1 are of good fame and character; 

46.6.2 are properly qualified for the tasks they are to perform; and 
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46.6.3 will act in all circumstances in a fit and proper manner while they are 
carrying out work under this Contract. 

46.7 The SRSS Provider must provide any information the Department reasonably 
requests to enable the Department to investigate whether particular Personnel should 
be authorised under clause 46.5. 

46.8 The Commonwealth must Notify the SRSS Provider of: 

46.8.1 the Personnel who have been granted authorisation under clause 46.5 
(Authorised Persons); 

46.8.2 the type and level of Commonwealth security clearance (if any) given to 
each Authorised Person; and 

46.8.3 the period during which the authorisation is effective; and 

46.8.4 the Personnel who have not been granted authorisation. 

46.9 The SRSS Provider must acknowledge receipt of any Notice provided under 
clause 46.8 by signing and returning a copy of the Notice to the Department. 

46.10 The SRSS Provider must promptly Notify the Department of any change in an 
Authorised Person’s circumstances that, in the SRSS Provider’s reasonable opinion, 
is likely to affect the Commonwealth’s authorisation of that person. 

46.11 The Commonwealth may, at any time, on reasonable grounds, without any liability 
whatsoever, withdraw, limit or suspend its authorisation of a particular person, and if 
it does so, must Notify the SRSS Provider. 

46.12 If the Department gives a Notice under clause 46.11, the SRSS Provider must, upon 
request by the Department, propose and make available another person for 
authorisation by the Commonwealth under clause 46.5 within a reasonable time and 
without inconvenience or cost to the Commonwealth. 

46.13 The Department may, from time to time, Notify the SRSS Provider that particular 
Personnel must hold a particular level of Commonwealth security clearance and the 
SRSS Provider must comply with, and ensure its Personnel act in accordance with, 
that Notice. 

46.14 Unless otherwise specified in Attachment B (Contract Charges and Expenses), the 
SRSS Provider is responsible for all costs associated with obtaining security 
clearances or obtaining authorisation under this clause 46. 

Information Security 

46.15 The SRSS Provider must not permit any of its Personnel to have any access to 
Security Classified Information unless: 

46.15.1 the relevant person has been cleared to the appropriate security level; 

46.15.2 the Commonwealth has given prior written authorisation; and 
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46.15.3 the relevant person has undergone any training specified in Attachment A 
(Schedule of Services) relating to access and use of Security Classified 
Information. 

46.16 The SRSS Provider must inform the Department immediately if it becomes aware that 
any unauthorised person has had access to Security Classified Information. 

46.17 The SRSS Provider must not perform any part of the Services outside Australia, or 
transfer Security Classified Information outside Australia, without the Department’s 
prior written approval. 

46.18 The SRSS Provider must ensure that any access its Personnel have to the 
Department's systems or information (including information in relation to SRSS 
Recipients) immediately cease upon that Personnel ceasing to be an employee or 
contractor of the SRSS Provider or no longer have a requirement to access such 
information. 

Physical Security 

46.19 The SRSS Provider may only access the Department’s premises if it: 

46.19.1 has the Department’s written authorisation; and  

46.19.2 complies with the Department’s requirements set out in this Contract or 
otherwise Notified by the Department including any directions or 
procedures in relation to security and workplace safety that apply to those 
premises. 

46.20 The SRSS Provider must ensure that its Personnel safeguard any keys or passes or 
other Material detailing access arrangements that are provided to the SRSS Provider 
for the purposes of this Contract. 

46.21 The SRSS Provider must protect any Official Resources it possesses or controls to the 
same extent as if it were the Commonwealth, including ensuring that unauthorised 
persons cannot access any Official Information.  

Security Reports  

46.22 The SRSS Provider must Notify the Department immediately if it becomes aware that 
a Security Incident has occurred. 

46.23 The SRSS Provider must supply written security reports to the Department in a form 
and at the times specified in Attachment A (Schedule of Services) or as otherwise 
Notified by the Department, including the following information: 

46.23.1 all Security Incidents, including steps taken by the SRSS Provider to 
address these; 

46.23.2 perceived security problems; 

46.23.3 where appropriate, recommendations for security improvements; 

46.23.4 proposed and actual changes of Personnel; and 
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46.23.5 any other information which the Department reasonably requires. 

Training 

46.24 The SRSS Provider must, upon request by the Department, ensure that its Personnel 
undertake the training specified in Attachment A (Schedule of Services) or as 
Notified by the Department. 

SECTION H - RISKS 

47. DELAY AND EXCUSABLE EVENTS 

Notification of delays 

47.1 The SRSS Provider must, on becoming aware that it will be unable to meet an 
Obligation in relation to delivery of the Services or Deliverables, or any other 
Obligation under the Contract (including compliance with Performance Measures), 
promptly Notify the Department and provide details of the cause of the anticipated 
delay or failure and of the SRSS Provider's proposal for managing and minimising the 
delay or failure. 

Extension of time 

47.2 Without limiting the Parties' Obligations to minimise and manage risk in accordance 
with the Contract, if the SRSS Provider is delayed in the provision of the Services or 
Deliverables and the event giving rise to the delay is an Excusable Event, the SRSS 
Provider may request an extension of time for the provision of the Services or 
Deliverables for the period the SRSS Provider was delayed or prevented from 
providing those Services or Deliverables in accordance with the variation procedures 
in clause 60 if required. 

47.3 If the Department grants any extension of time (which it may do in its sole 
discretion), the Parties may vary the Contract in accordance with the variation 
procedures in clause 60 if required. 

Effect of Excusable Event on Performance Measures 

47.4 An Excusable Event will be taken into account in measuring the SRSS Provider's 
performance against the Performance Measures specified in Attachment A (Schedule 
of Services) only to the extent it affects any applicable Performance Measures. 

47.5 The SRSS Provider must obtain the Department's approval in writing of a claim that 
circumstances preventing achievement of a Performance Measure(s) is an Excusable 
Event, and must provide Notice of the details of the relevant Excusable Event before 
the Excusable Event may be:  

47.5.1 taken into account in calculating the SRSS Provider's performance 
against a Performance Measure or calculating a Contract Rebate; or  

47.5.2 incorporated by the SRSS Provider into the reporting of the SRSS 
Provider's performance against a Performance Measure. 
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47.6 Subject to the Department giving written approval of a claim for relief, if the SRSS 
Provider believes an Excusable Event has prevented (or is preventing) it from 
achieving a Performance Measure(s), the Department may:  

47.6.1 grant an extension of the permissible time for complying with the 
Performance Measure(s) by the length of the period of prevention 
directly caused by the Excusable Event; or  

47.6.2 if the prevention is ongoing, waive the requirement to comply with that 
Performance Services for the period of the prevention or grant such other 
relief as may be appropriate in the circumstances.  

Excusable Events 

47.7 For the purposes of this clause 47 and subject to clause 47.8, an Excusable Event is: 

47.7.1 a fire, flood, earthquake, elements of nature or act of God;  

47.7.2 a riot, civil disorder, rebellion or revolution;  

47.7.3 an Australian Government delay in passing any appropriation bills; and 

47.7.4 any of the following events:  

(a) wilfully wrong or unlawful conduct of the Department or 
Department Personnel; or 

(b) a failure caused by action of any Department Personnel, except if 
the Department Personnel are acting in accordance with the 
SRSS Provider's direction and provided that the SRSS Provider 
has exercised all reasonable care in the provision of the Services 
in accordance with this Contact and would not have identified or 
been able to mitigate or correct that failure. 

47.8 An event specified in clause 47.7 will only be an Excusable Event if, and to the 
extent, it:  

47.8.1 is beyond the SRSS Provider's reasonable control (including being 
beyond the reasonable control of the subcontractors of or suppliers to the 
SRSS Provider);  

47.8.2 could not have reasonably been contemplated by the SRSS Provider; or  

47.8.3 is caused by the Department and provided that the SRSS Provider has 
exercised all reasonable care in the provision of the Services in 
accordance with this Contact and would not have identified or been able 
to mitigate or correct that failure. 

48. CONFLICT OF INTEREST 

48.1 In this clause 48: 

Conflict means any matter, circumstance, interest, or activity affecting the SRSS 
Provider (including its Personnel) which may or may appear to impair the ability of 
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the SRSS Provider to provide the Services to the Department diligently and 
independently. 

48.2 The SRSS Provider warrants that, to the best of its knowledge after making diligent 
inquiry, at the Commencement Date no Conflict that has not been disclosed to the 
Department exists or is likely to arise in the performance of its Obligations under this 
Contract by itself or by any of its Personnel.  

48.3 The SRSS Provider must not, and must ensure that its Personnel do not, engage in 
any activity that is likely to give rise to a Conflict. 

48.4 If a Conflict arises, or appears likely to arise, during the Term the SRSS Provider 
must: 

48.4.1 Notify the Department immediately; 

48.4.2 make full disclosure of all relevant information relating to the Conflict; 
and 

48.4.3 take such steps as the Department may reasonably require to resolve or 
otherwise deal with the Conflict. 

48.5 If the SRSS Provider is unable or unwilling to resolve or deal with a Conflict to the 
satisfaction of the Department, the Department may terminate this Contract in 
accordance with clause 62. 

 

49. RISK MANAGEMENT AND BUSINESS CONTINUITY  

49.1 The SRSS Provider must, in relation to the performance of the Services:  

49.1.1 implement appropriate risk management strategies; 

49.1.2 act in accordance with generally recognised best practice risk 
management standards in its industry;  

49.1.3 maintain regular backup copies of all software and databases used in 
provision of the Services; 

49.1.4 protect against the introduction of any computer virus or malicious code 
and against effects of any such virus or malicious code; 

49.1.5 maintain and upgrade the business continuity plan and disaster recovery 
procedures and plans and provide these plans to the Department upon 
request; and  

49.1.6 maintain an appropriate risk register and risk treatment schedule. 

49.2 The SRSS Provider must comply with any additional risk management measures 
specified in Attachment A (Schedule of Services) and Attachment F (Additional Risk 
Management Measures), including any: 
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49.2.1 requirement to prepare and/or comply with a risk management plan or 
business continuity plan; and 

49.2.2 any provisions giving the Commonwealth rights necessary to ensure 
continued provision of the Services in the event of default or likely 
default (known as 'step-in rights'). 

49.3 The SRSS Provider must comply with, and must ensure that all Subcontractors 
comply with, the SRSS Provider’s risk management strategies and plans in the 
performance of the Services, including any additional requirements under 
Attachment A (Schedule of Services) and Attachment F (Additional Risk 
Management Measures). 

50. WARRANTIES 

Application of general warranties 

50.1 The general warranties provided under this clause 50: 

50.1.1 will survive the termination or expiry of this Contract; and 

50.1.2 are in addition to, do not limit and are not limited by any other warranties 
provided by the SRSS Provider under this Contract. 

SRSS Provider has informed itself 

50.2 The SRSS Provider warrants, represents and undertakes that: 

50.2.1 it has and will be deemed to have done everything possible to inform 
itself fully and completely as to: 

(a) the requirements in this Contract; 

(b) the Law and the conditions, risks, contingencies and all other 
factors which may affect the timing, scope, cost or effectiveness 
of performing this Contract; and 

(c) all things necessary for delivery and management of this Contract 
and the performance of the SRSS Provider's Obligations under 
this Contract; 

50.2.2 it enters into this Contract based on its own investigations, 
interpretations, deductions, information and determinations; and 

50.2.3 it does not rely on any representation, warranty, condition or other 
conduct, information, statement or document which may have been made 
by the Department or any person purporting to act on behalf of the 
Department in entering into this Contract, other than an express warranty 
contained in this Contract. 

SRSS Provider's right to grant licences 

50.3 The SRSS Provider warrants, represents and undertakes that it has: 
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50.3.1 the right to grant all licences granted pursuant to this Contract; 

50.3.2 will have at the time it provides accommodation to an SRSS Recipient, 
all necessary rights, title and interests in that accommodation to provide 
the SRSS Recipient with quiet enjoyment of the accommodation; and 

50.3.3 the right or consent of all relevant owners or licensors of all relevant third 
Party rights needed for the provision of the Services. 

SRSS Provider's right to enter this Contract 

50.4 The SRSS Provider warrants and represents that: 

50.4.1 it has the right to enter into this Contract; 

50.4.2 it has: 

(a) full corporate power and authority; and 

(b) all rights, title, licences, interests and property necessary, 

to lawfully enter into, perform and observe its Obligations under this 
Contract; 

50.4.3 the execution, delivery and performance of this Contract has been duly 
and validly authorised by all necessary corporate action; and 

50.4.4 the SRSS Provider's signing, delivery and performance of this Contract 
does not constitute: 

(a) a violation of any judgment, order or decree; 

(b) a material default under any agreement which relates in any way 
to the provision of the Services; or 

(c) an event that would, with notice or lapse of time, constitute such 
a default. 

SRSS Provider skill and quality 

50.5 The SRSS Provider represents and warrants that it has, and its Personnel have, and 
they will both continue to have and to use, the skills, qualifications and experience to 
perform the Services in a skilful, diligent, responsive, professional, efficient and 
controlled manner, with a high degree of quality and to a standard that complies with 
this Contract and meets the Department's requirements in full. 

SRSS Provider's disclosure of proceedings and matters 

50.6 The SRSS Provider warrants, represents and undertakes that it has disclosed in 
writing prior to the Commencement Date any matter that may affect the SRSS 
Provider's reputation or capability or ability to perform and fulfil its Obligations 
under this Contract, including: 
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50.6.1 any relevant litigation, arbitration, mediation, conciliation, proceeding or 
investigation that is taking place, pending or threatened (either in 
Australia or overseas); and 

50.6.2 any relevant matters relating to the commercial, technical or financial 
capacity of the SRSS Provider or of any Subcontractor proposed to be 
engaged in respect of this Contract. 

SRSS Provider's compliance with Australian Government Policy 

50.7 The SRSS Provider warrants, represents and undertakes that: 

50.7.1 it is not named by the Workplace Gender Equality Agency as an 
employer that is currently not complying with the Workplace Gender 
Equality Act 2012 (Cth); 

50.7.2 it has not had a judicial decision against it (not including decisions under 
appeal) relating to employee entitlements in respect of which it has not 
paid the judgment account; and 

50.7.3 it is not named, and none of its Personnel are named, on the list of 
persons designated as terrorists for the purposes of the Charter of the 
United Nations (Dealing with Assets) Regulations 2008 (Cth). 

Third party warranties 

50.8 If the SRSS Provider supplies any items that have been procured from a third party, 
or that incorporate or rely on goods or services that have been procured from a third 
party, the SRSS Provider assigns to the Department, to the extent permitted by Law, 
the benefits of any warranties given by the third party.  This assignment does not in 
any way relieve the SRSS Provider of the Obligation to comply with warranties 
offered directly by the SRSS Provider under this Contract. 

Department's right to enter this Contract 

50.9 The Department warrants that it has the right and authority to enter into this Contract. 

51. INDEMNITY 

51.1 The SRSS Provider must at all times indemnify the Department and its Personnel and 
any SRSS Recipient (those indemnified) from and against any: 

51.1.1 Loss or Liability incurred;  

51.1.2 Loss of or damage to property of those indemnified or any other person;  

51.1.3 Loss incurred in dealing with any claim against those indemnified 
including legal costs and expenses on a solicitor/own client basis and the 
cost of time spent, resources used or disbursements paid by the 
Department; or 

51.1.4 Loss arising out of, or as a consequence of, the personal injury or death 
of any person, 
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arising from: 

51.1.5 any negligent act or omission by the SRSS Provider or its Personnel in 
connection with this Contract; 

51.1.6 any breach by the SRSS Provider of its Obligations or warranties under 
this Contract; 

51.1.7 any incorrect or incomplete provision of data or information whether by 
input into the Department's IT systems or otherwise;  

51.1.8 any unauthorised use or disclosure by the SRSS Provider, its Personnel, 
or Subcontractors of Personal Information held or controlled in 
connection with this Contract; or 

51.1.9 the use by those indemnified of the Contract Material or Auxiliary 
Material provided by the SRSS Provider (including in respect of any 
infringement of Intellectual Property Rights in that Material). 

irrespective of whether there was fault on the part of the person whose conduct gave 
rise to that Liability or Loss. 

51.2 The SRSS Provider’s Liability to indemnify the Department under clause 51.1 will be 
reduced proportionately to the extent that any breach of this Contract by the 
Department or any act or omission involving fault on the part of the Department 
contributed to the relevant Liability or Loss. 

51.3 The right to be indemnified under clause 51.1 is in addition to, and not exclusive of, 
any other right, power or remedy provided by Law. 

51.4 This clause 51 will survive seven years from the expiration or termination of this 
Contract. 

Rights held on trust 

51.5 Where an indemnity in this clause 51 provides a benefit to a person who is not a Party 
to the Contract (including SRSS Recipients), that benefit will be held on trust for that 
person by the Department through whom those rights are obtained and that benefit 
may be exercised by the person as beneficiary under the trust or on their behalf by the 
Department as trustee. 

52. LIABILITY 

Limitation 

52.1 The liability of each Party arising out of or in connection with this Contract 
(including any indemnity) is, subject to clause 52.2, limited to the amount specified in 
Item 11 of the Contract Details. 

52.2 Unless specified otherwise in Item 11 of the Contract Details, any limit on the 
liability of each Party under clause 52.1 does not apply in relation to liability relating 
to: 

52.2.1 personal injury (including sickness and death); 
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52.2.2 loss of, or damage to, tangible property; 

52.2.3 any infringement of Intellectual Property Rights; 

52.2.4 a breach of any Obligation of confidentiality, security matter or privacy; 
or 

52.2.5 any breach of any Law or any wilfully wrong act or omission, including, 
in the case of the SRSS Provider, any act or omission that constitutes 
repudiation of this Contract. 

52.3 Unless specified otherwise in Item 11 of the Contract Details, the limitation of 
liability in clause 52.1 applies in respect of each single occurrence or a series of 
related occurrences arising from a single cause. 

Review of limitation 

52.4 The Parties acknowledge that the limitation of liability specified in Item 11 of the 
Contract Details may be subject to review in the event that this Contract is varied or 
extended. 

52.5 Without limiting the Department's rights under clause 4.2, for the avoidance of doubt, 
a Party may require a review of the limitation of liability specified in Item 11 of the 
Contract Details as a condition of its acceptance to a variation request under 
clause 60, but only for the purpose of achieving a proportionate adjustment to reflect 
any alteration to that Party's risk exposure arising out of that variation. 

Contribution 

52.6 The liability of a Party (Party A) for any Losses incurred by another Party (Party B) 
will be reduced proportionately to the extent that: 

52.6.1 any negligent act or omission of Party B (or of its Subcontractors or 
Personnel); or 

52.6.2 any failure by Party B to comply with its Obligations and responsibilities 
under this Contract, 

contributed to those Losses, regardless of whether legal proceedings are brought by 
Party A for negligence or breach of this Contract. 

53. GUARANTEES 

Performance Guarantee 

53.1 The SRSS Provider must provide within ten Business Days of the date of Notification 
by the Department of its requirement for a performance guarantee in the form set out 
at Attachment H (Performance Guarantee) or an alternative form agreed by the 
Department.  

53.2 The purpose of the performance guarantee is to ensure the due performance of this 
Contract by the SRSS Provider and, in the event of default, for the SRSS Provider's 
Guarantor to perform the Contract on behalf of the SRSS Provider.  
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53.3 The Department may terminate this Contract if a properly executed performance 
guarantee is not provided to the Department in accordance with this Contract within 
20 Business Days of the date of Notification by the Department. 

Financial Undertaking 

53.4 The SRSS Provider must, at its expense, provide to the Department, within ten 
Business Days of the date of written Notification by the Department of its 
requirement of security in the form of an unconditional and irrevocable banker's 
undertaking which must be: 

53.4.1 executed by a financial institution approved by the Department and be 
stamped (if required); 

53.4.2 materially in the form of the undertaking appearing at Attachment I 
(Financial Undertaking), or an alternative form agreed by the 
Department; and 

53.4.3 for the sum as Notified by the Department. 

53.5 The Financial Undertaking is for the purpose of ensuring the due and proper 
performance of this Contract by the SRSS Provider and the Department may (without 
reference to the SRSS Provider) demand any sum under that banker's security from 
the financial institution referred to in clause 53.4 in respect of: 

53.5.1 amounts owed to the Department by the SRSS Provider; 

53.5.2 damages suffered by the Department and its Personnel as a result of a 
breach of the Contract by the SRSS Provider; and 

53.5.3 any Loss suffered by the Department and its Personnel that is the subject 
of an indemnity under the Contract. 

53.6 If the Financial Undertaking is subject to a time limit, and the Term of the Contract is 
extended beyond that time limit, the SRSS Provider must, prior to the commencement 
of that extension, provide to the Department a further Financial Undertaking in 
accordance with clause 53.4 for a period that continues for the relevant Term or such 
longer period as is reasonably requested by the Department. 

53.7 The Department may terminate this Contract if a properly executed Financial 
Undertaking is not provided to the Department in accordance with this Contract 
within 20 Business Days of the date of Notification by the Department. 

54. NOVATION AND CONTRACTING RIGHTS FOR SUBCONTRACTORS 

54.1 The Department may, at any time, Notify the SRSS Provider that some or all 
Subcontractors must: 

54.1.1 enter into a direct contractual relationship with the Department; or  

54.1.2 novate the Subcontract to the Department for the scope of the Services 
provided by the Subcontractor as nominated by the Department 

. 
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54.2 Upon receiving a Notice in accordance with clause 54.1.2, the SRSS Provider must, 
at no additional cost to the Department, promptly arrange for the agreements with the 
Subcontractor(s) identified in the Notice to be novated or assigned to the Department 
(as determined by the Department) using the deed of novation or assignment set out 
in Attachment J (Subcontractor Novation Deed).  

54.3 Without limiting the SRSS Provider's Obligations to co-ordinate and manage Other 
Providers, upon completion of any novation of a Subcontract, the SRSS Provider 
must continue to provide the Services not affected by the novation of the 
Subcontracts(s) in accordance with this Contract.  

54.4 The SRSS Provider must ensure that its contractual arrangements with Subcontractors 
incorporate pre-agreed provisions for novation or assignment of those arrangements 
that are consistent with this Contract and from the SRSS Provider to the Department, 
at no additional cost to the Department. 

54.5 This clause 54 applies equally to any leases entered by the SRSS Provider for the 
purposes of the Services and the SRSS Provider must ensure that it has, or is able to, 
obtain all necessary consents to permit any lease to be transferred to the Department 
or its nominee and otherwise perform all required transactions (and meet all 
applicable costs) to effect or permit this occur.  

55. INSURANCE 

Obligation to maintain insurance 

55.1 In connection with the provision of the Services, the SRSS Provider must have and 
maintain for the Term, valid and enforceable insurance policies of the types for the 
amounts set out in Item 14 of the Contract Details.  

55.2 The insurance policies referred to in clause 55.1 must be maintained for the Term 
unless specified otherwise in Item 14 of the Contract Details.  

Certificates of currency 

55.3 The SRSS Provider must: 

55.3.1 upon request by the Department; and 

55.3.2 promptly after each required insurance policy is renewed, 

provide proof that it has insurance required under this clause 55 to the Department.  

56. STEP-IN RIGHTS 

56.1 Without prejudice to any other right or remedy which the Department may have 
under the Contract, at common law or under any Law, if a Trigger Event occurs the 
Department may, at its option, give a Notice (Step-In Notice) to the SRSS Provider. 

56.2 A Trigger Event occurs if: 

56.2.1 any default or non-performance by the SRSS Provider under this 
Contract occurs which substantially prevents, hinders, degrades or delays 
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the performance of any critical function of the Department or the SRSS 
Programme for more than 48 consecutive hours; 

56.2.2 any default or non-performance by the SRSS Provider under this 
Contract occurs which causes a delay in meeting a milestone that is, in 
the Department's reasonable opinion, a critical milestone; 

56.2.3 in the Department's reasonable opinion there has been: 

(a) substantial non-performance by the SRSS Provider of its 
Obligations under this Contract including delay;  

(b) gross mismanagement by the SRSS Provider or other event 
which gives rise to a material risk of a disruption to the provision 
of the Services under the Contract and the SRSS Provider does 
not commence to remedy the relevant event within 24 hours of 
being given Notice by the Department requiring the SRSS 
Provider to remedy the relevant event or fails to remedy the 
relevant event within twenty (20) Business Days (or such longer 
period as agreed by the Department) after being given that 
Notice; or 

(c) the SRSS Provider seeks to terminate this Contract other than in 
accordance with its legal rights under the Contract or at Law, or 
otherwise repudiates or abandons the Contract. 

Upon giving Step-In Notice 

56.3 Upon giving a Step-In Notice to the SRSS Provider: 

56.3.1 the Department or its nominee may take control of that part or the whole 
of the provision of the Services in question as is necessary to exercise the 
step-in rights under this clause and to remedy the Trigger Event; 

56.3.2 the Department may obtain similar services elsewhere or make any other 
arrangements considered necessary by the Department; and 

56.3.3 the SRSS Provider must provide all reasonable assistance to the 
Department or its nominee wherever and however reasonably possible to 
ensure that the Department is able to take the steps permitted under this 
clause, including: 

(a) the grant of royalty-free licences to the Department to: 

(i) access the relevant part of the SRSS Provider's 
facilities and use the SRSS Provider's equipment, 
furnishings and fittings; and 

(ii) use any documentation and software, including 
Intellectual Property Rights in that documentation 
and software, or other Material or intellectual 
property in respect of which the SRSS Provider has 
the necessary ownership or usage rights, needed for 
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the exercise of the Department's rights under this 
clause; 

(b) providing the Department or its nominee with access to, and the 
use of, relevant Personnel of the SRSS Provider for no additional 
Charges; and 

(c) ensuring that the Department or its nominee is able to assist the 
SRSS Provider to continue to meet the SRSS Provider's ongoing 
Contractual or other Obligations (other than Obligations arising 
under this Contract) that relate to the SRSS Provider's activities 
affected by the Step-In Notice, without any liability accruing to 
the Department or its nominee in respect of those Obligations 
(but without limitation to this clause). 

56.4 Upon the Department or its nominee exercising any of its rights under this clause, the 
SRSS Provider's Obligations under the Contract to provide the Services being provided 
by the Department, or in respect of which the Department is exercising its rights under 
this clause, are suspended to the extent and for such period as is necessary to permit the 
Department to exercise those rights. 

Cost of exercising Step-In Rights 

56.5 If the Department exercises its rights under this clause, the Department will be entitled 
to retain from the Charges an amount equal to its or its nominee's reasonable costs and 
any necessary capital expenditure (Reasonable Costs) required in exercising those 
rights and, where appropriate, providing the relevant part of the Services. 

56.6 If the Reasonable Costs calculated in accordance with clause 56.5 exceed the Charges, 
the Department or its nominee may recover from the SRSS Provider the difference 
between the Reasonable Costs and the Charges that would otherwise have been payable 
to the SRSS Provider for those Services. 

56.7 The Charges payable by the Department to the SRSS Provider during the period in 
which the Department exercises its rights under this clause will be the amount payable 
under the Contract, after taking into account any rights the Department may have to set 
off, retain or recover the Charges in the Contract, including the Reasonable Costs. 

Cessation of Step-In Rights 

56.8 The Department must cease to exercise its rights under this clause if: 

56.8.1 the Trigger Event is satisfactorily remedied or resolved; and 

56.8.2 the Department is reasonably satisfied that there is no longer a material 
risk to the performance of this Contract. 

Termination by the Department 

56.9 If the event giving rise to the Trigger Event has not been remedied or resolved within a 
period of 40 Business Days from the date that the Step-In Notice was given, or such 
later date for remedy or resolution agreed to by the Department and the SRSS Provider, 
the Department may terminate the Contract in accordance with this clause. 
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56.10 If the Contract is terminated in the circumstances referred to in clause 56.9, the SRSS 
Provider is not entitled to any termination compensation or payment whatsoever, 
including any payment in relation to the remaining period of this Contract. 

Other matters 

56.11 No action of the Department or its nominee under this clause limits or otherwise affects 
the SRSS Provider's liability to the Department with respect to any default or non-
performance by, or other liability of, the SRSS Provider under the Contract. 

56.12 The SRSS Provider's liability under this clause will be reduced proportionately to the 
extent that any tortious (including negligent), unlawful act or omission or wilful 
misconduct of the Department or its nominee caused or contributed to the Loss. 

SECTION I - ACCESS AND AUDIT 

57. BOOKS AND RECORDS 

57.1 The SRSS Provider must at all times, and must ensure its Subcontractors, maintain 
full, true, accurate and up-to-date accounts and records relating to this Contract (and 
keep all receipts and other evidence of expenses).  Such accounts and records must: 

57.1.1 include appropriate audit trails for transactions performed; 

57.1.2 record all receipts and expenses in relation to the performance of the 
Services; 

57.1.3 record all other matters on which the SRSS Provider is required to report 
by this Contract; 

57.1.4 be kept in a manner that permits them to be conveniently and properly 
audited, and enables the Contract Charges and any other amounts payable 
to be determined; 

57.1.5 comply with any applicable Australian Accounting Standards; and 

57.1.6 be made available to the Department (including by Subcontractors) as 
required for monitoring and reviewing the performance of the SRSS 
Provider's Obligations under this Contract, including being available for 
audit and access in accordance with clauses 58 and 59 (and such 
information may be requested to be provided to substantiate any invoice 
submitted by the SRSS Provider). 

57.2 The SRSS Provider must securely retain, and require its Subcontractors to securely 
retain, for a period of seven years after termination or expiration of this Contract, all 
accounts and records referred to in clause 57.1. 

57.3 The SRSS Provider must comply with any reasonable directions from the Department 
with respect to any applicable Commonwealth, State or Territory Laws relating to 
archival requirements. 

57.4 The SRSS Provider must bear its own costs of complying with this clause 57. 

 68 
 

277

Document 2



57.5 If the SRSS Provider has custody, control or possession of Commonwealth records, 
the SRSS Provider must comply with the Archives Act 1983 (Cth) to the extent 
applicable to those records. 

57.6 This clause 57 applies for the Term and for a period of seven (7) years from the 
termination or expiry of this Contract. 

58. ACCESS TO PREMISES AND AUDITS 

58.1 The SRSS Provider must allow: 

58.1.1 the Departmental Representative(s); 

58.1.2 the Australian National Audit Office (including the Auditor-General or 
his or her delegate); 

58.1.3 the Privacy Commissioner or his or her delegate; 

58.1.4 the Australian Information Commissioner or his or her delegate; 

58.1.5 the Commonwealth Ombudsman or his or her delegate; and 

58.1.6 other persons authorised by the Departmental Representative(s), 

(each an Authorised Investigator) to access the SRSS Provider’s premises at all 
reasonable times and to inspect and copy all relevant documentation and records, 
however stored, in the SRSS Provider’s possession or control as set out in this 
clause 58, for purposes associated with the Contract or any review of performance 
under the Contract including: 

58.1.7 the SRSS Provider's operational practices and procedures as they relate to 
this Contract, including security procedures and financial management 
practices (including management of any public money); 

58.1.8 the accuracy of the SRSS Provider's invoices, receipts and reports in 
relation to the provision of the Services under this Contract; 

58.1.9 the SRSS Provider's compliance with its confidentiality, privacy 
Obligations and security Obligations under this Contract; 

58.1.10 material (including books and records) in the possession of the SRSS 
Provider relevant to the Services or Contract; and  

58.1.11 any other matters determined by the Authorised Investigator to be 
relevant to the this Contract. 

58.2 The SRSS Provider must provide full and accurate answers to any questions 
regarding records or information related to this Contract. 

58.3 The rights referred to in clause 58.1 are subject to: 

58.3.1 the provision of reasonable prior Notice to the SRSS Provider; 

58.3.2 compliance with the SRSS Provider’s reasonable security procedures; 
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58.3.3 each Party bearing its own cost arising out of or in connection with any 
access or inspection; and 

58.3.4 if appropriate, execution of a deed of confidentiality relating to non-
disclosure of the SRSS Provider’s Confidential Information. 

Access by the Authorised Investigator  

58.4 The Authorised Investigator may: 

58.4.1 access the premises of the SRSS Provider to the extent relevant to the 
performance of this Contract; 

58.4.2 require the provision by the SRSS Provider and its Personnel, of records 
and information in a data format and storage medium accessible by the 
Authorised Investigator by use of the Authorised Investigator's existing 
computer hardware and software;  

58.4.3 inspect and copy documentation, books and records, however stored, in 
the custody or under control of the SRSS Provider or its Personnel; and 

58.4.4 require assistance in respect of any inquiry into or concerning the 
Services or this Contract.  For these purposes an inquiry includes any 
administrative or statutory review, audit or inquiry (whether within or 
external to the Department), any request for information directed to the 
Authorised Investigator, and any inquiry conducted by Parliament or any 
Parliamentary committee. 

58.5 The SRSS Provider must provide access to the SRSS Provider's computer hardware and 
software to the extent necessary for the Authorised Investigator to exercise its rights 
under this clause 58, and provide the Authorised Investigator with any reasonable 
assistance requested by the Authorised Investigator to use that hardware and software. 

Conduct of audit and access 

58.6 The Authorised Investigator must use reasonable endeavours to ensure that: 

58.6.1 audits performed pursuant to clause 58; and 

58.6.2 the exercise of the general rights granted by this clause 58 by the 
Authorised Investigator, 

do not unreasonably delay or disrupt in any material respect the SRSS Provider's 
performance of its Obligations under this Contract. 

Independent Financial Audits 

58.7 The SRSS Provider must provide to the Department, by 30 October each year of the 
Term: 

58.7.1 a financial report covering the previous financial year; 

58.7.2 a written statement signed by an authorised officer of the SRSS Provider 
that the terms and conditions of the Contract have been complied with, to 
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the best knowledge of the authorised officer, having made reasonable 
enquiries; and 

58.7.3 a written statement signed by an independent auditor certifying that the 
financial reports required are based on proper accounts and those records 
are in agreement with those accounts and records. 

No reduction in responsibility 

58.8 The requirement for, and participation in, audits does not in any way reduce the SRSS 
Provider's responsibility to perform its Obligations in accordance with this Contract. 

No restriction 

58.9 Nothing in this Contract reduces, limits or restricts in any way any function, power, 
right or entitlement of the: 

58.9.1 Australian National Audit Office (including the Auditor -General or his 
or her delegate); 

58.9.2 Privacy Commissioner or his or her delegate; 

58.9.3 Australian Information Commissioner or his or her delegate; or 

58.9.4 Commonwealth Ombudsman or his or her delegate or a delegate, 

and the rights of the Department under this Contract are in addition to any other power, 
right or entitlement of those entities. 

Costs 

58.10 Except as set out in clause 58.11, each Party must bear its own costs of any reviews 
and/or audits. 

58.11 If the SRSS Provider is able to substantiate that it has incurred direct expenses in the 
Department's exercise of the rights granted under this clause 58 which, having regard to 
the value of this Contract, are substantial, the Department and the SRSS Provider may 
negotiate an appropriate reimbursement.  Any reimbursement must not be greater than 
the direct expenses incurred and must be substantiated. 

58.12 The SRSS Provider must ensure that any Subcontract contains an equivalent clause 
granting the rights specified in this clause 58. 

58.13 This clause 58 applies for the Term and for a period of seven years from the date of 
expiration or termination of the Contract. 

59. ADDITIONAL ACCESS TO DOCUMENTS 

59.1 This clause 59 applies and the SRSS Provider acknowledges that this Contract is a 
Commonwealth Contract. 

59.2 If the Department receives a request for access to a document created by, or in the 
possession of, the SRSS Provider or any Subcontractor that relates to the performance 
of this Contract (but not to the entry into this Contract), the Department may at any 
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time by giving Notice require the SRSS Provider to provide the document to the 
Department and the SRSS Provider must, at no additional cost to the Department, 
promptly comply with the Notice but in any event no later than 14 days from the date 
of receipt of the Department’s request. 

59.3 The SRSS Provider must include in any Subcontract provision that will enable the 
SRSS Provider to comply with its Obligations under this clause 59. 

59.4 This clause 59 survives the expiration or termination of this Contract. 

SECTION J - CHANGES TO THE CONTRACT, DISPUTES AND TERMINATION 

60. VARIATION OF THIS AGREEMENT 

60.1 No variation of this Contract will be of any force or effect unless it is in writing and 
signed by the Parties. 

60.2 Unless a provision of this Contract expressly provides otherwise, the Parties must 
follow the processes in Attachment D (Contract Change Process) if either Party 
wishes to vary the Contract. 

60.3 Any changes to the Contract Charges and Expenses associated with a variation of this 
Contract must: 

60.3.1 not exceed any reasonable additional cost; and 

60.3.2 take fully into account any reduction in cost. 

60.4 No proposed changes to any Contract Charges or Expenses are payable by the 
Department until those Contract Charges and Expenses have been agreed in 
accordance with this Contract. 

60.5 Any variation to this Contract takes effect from the date on which the Parties execute 
the necessary document to implement that change unless another date for 
commencement of the variation is specified in that document.   

61. DISPUTE RESOLUTION 

61.1 The Parties agree that any dispute arising during the course of this Contract will be 
dealt with as follows: 

61.1.1 the Party claiming that there is a dispute will send to the other a Notice 
setting out the nature of the dispute; 

61.1.2 the Parties must try to resolve the dispute by direct negotiation, including 
by referring the matter to persons who may have authority to intervene 
and direct some form of resolution; 

61.1.3 the Parties must act in good faith to genuinely attempt to resolve the 
dispute in all stages of the dispute resolution process; 

61.1.4 the Parties have ten Business Days from the sending of the Notice (or 
such other time as is agreed by the Parties) to: 
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(a) reach a resolution; or 

(b) to agree that the dispute will be submitted to mediation or some 
other form of alternative dispute resolution procedure (and if the 
Parties cannot agree to a mediation or some other form of 
alternative dispute resolution procedure within  a further ten 
Business Days from the sending of the Notice (or such other time 
as is agreed by the Parties), the Parties must request the 
chairperson of LEADR or the chairperson's nominee to appoint a 
mediator); and 

61.1.5 either Party may commence legal proceedings if: 

(a) there is no resolution or agreement; or 

(b) there is a submission to mediation or some other form of 
alternative dispute resolution procedure, but there is no resolution 
within fifteen (15) Business Days of the submission (or such 
extended time as the Parties may agree in writing before the 
expiration of the fifteen (15) Business Days). 

61.2 Despite the existence of a dispute, the SRSS Provider must continue to perform the 
Services unless Notified otherwise by the Department. 

Role of mediator and Obligations of parties 

61.3 The role of any person appointed to conduct any form of alternative dispute 
resolution procedure will be to assist in negotiating a resolution of the dispute. That 
person may not make a decision which is binding on a Party to the dispute unless the 
Party agrees in writing. 

Confidentiality 

61.4 Any information or Documentation disclosed by a party under this clause 61: 

61.4.1 must be kept confidential (subject to this Contract); and 

61.4.2 may only be used to attempt to resolve the dispute unless otherwise 
agreed by the Parties. 

Costs 

61.5 Each Party to a dispute must pay its own costs of complying with this clause 61. The 
Parties to the dispute must equally pay the costs of any dispute resolution procedure 
unless otherwise agreed. 

Termination of process 

61.6 A party to a dispute may terminate the dispute resolution process by giving Notice to 
each other Party after it has complied with this clause 61. 
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Breach of this clause 

61.7 If a party to a dispute breaches clauses 61.1 to 61.8, the other Party does not have to 
comply with those clauses in relation to the Dispute. 

When clause does not apply 

61.8 Clause 61.1 does not apply to: 

61.8.1 action by either Party under or purportedly under clause 62; 

61.8.2 action by the Department under or purportedly under clauses 32.3, 32.5 
or 63; or 

61.8.3 either Party commencing legal proceedings for urgent interlocutory relief. 

Survival 

61.9 This clause 61 survives termination of this Contract. 

62. TERMINATION FOR DEFAULT 

62.1 If the SRSS Provider fails to perform any Obligation under this Contract, the 
Department may (without limitation to any other remedy available at Law): 

62.1.1 if it considers that the failure is not capable of remedy – terminate this 
Contract immediately by Notice; or 

62.1.2 if it considers that the failure is capable of remedy – give Notice 
requiring that the failure to be remedied within the time specified in the 
Notice and, if the failure is not remedied within that time, terminate this 
Contract immediately by giving a second Notice. 

62.2 The Department may also, by Notice, terminate this Contract immediately (but 
without prejudice to any prior right of action or remedy which either Party has or may 
have) if the SRSS Provider suffers an Insolvency Event. 

62.3 The SRSS Provider must Notify the Department immediately if: 

62.3.1 the SRSS Provider being a corporation, there is any change in the direct 
or indirect beneficial ownership or control of the SRSS Provider which 
may have an adverse effect on the ability of the SRSS Provider to 
perform its Obligations under this Contract; 

62.3.2 the SRSS Provider disposes of the whole or any part of its assets, 
operations or business other than in the ordinary course of business; 

62.3.3 the SRSS Provider ceases to carry on business; 

62.3.4 the SRSS Provider ceases to be able to pay its debts as they become due;  

62.3.5 the SRSS Provider being a company enters into liquidation or has a 
controller or managing controller or liquidator or administrator 
appointed; or 

 74 
 

283

Document 2



62.3.6 where the SRSS Provider is a partnership, any step is taken to dissolve 
that partnership. 

63. TERMINATION FOR CONVENIENCE 

63.1 The Department may, at any time by Notice, terminate this Contract or reduce the 
scope of the Services immediately, for any reason (including if there is a reduction in 
demand for the Services or number of SRSS Recipients). 

63.2 Upon receipt of a Notice of termination or reduction, the SRSS Provider agrees to: 

63.2.1 stop (or reduce) work, as specified in the Notice; 

63.2.2 take all available steps to minimise loss resulting from that termination or 
reduction; and 

63.2.3 continue work on any part of the Services not affected by the Notice. 

63.3 If there has been a termination or reduction under clause 63.1, the Department will be 
liable only: 

63.3.1 to pay any Contract Charges or Expenses relating to those parts of the 
Services completed before the effective date of termination; and 

63.3.2 to reimburse any expenses reasonably and unavoidably incurred by the SRSS 
Provider and directly attributable to the termination or reduction where the 
SRSS Provider substantiates these amounts to the reasonable satisfaction of 
the Departmental Representative(s). 

 

63.4 Clause 63.3.2 does not apply if the Notice of termination or reduction is at least six (6) 
months. 

63.5 The Department is not liable to pay compensation under clause 63.3 in an amount 
which would, in addition to any amounts paid or due or becoming due to the SRSS 
Provider under this Contract, together exceed the Contract Charges. 

63.6 Where there has been a reduction in the scope of the Services, the Department’s 
liability to pay the Contract Charges or Expenses under this Contract will, unless 
there is agreement in writing to the contrary, abate in accordance with the reduction 
in the Services. 

63.7 The SRSS Provider will not be entitled to compensation for loss of prospective profits 
or any consequential or indirect Losses. 
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SECTION K - GENERAL 

64. COMPLIANCE WITH LAWS AND POLICIES 

General 

64.1 The SRSS Provider must, in carrying out its Obligations under this Contract, comply 
with all relevant Laws of the Commonwealth or State or Territory or local authority 
in force from time to time. 

64.2 The SRSS Provider must, in carrying out its Obligations under this Contract, comply 
with applicable Commonwealth policies, guidelines or operational requirements if 
those policies, guidelines or operational requirements are specified in this Contract or 
Notified to the SRSS Provider from time to time as applicable to the Services 
(including any amendments to those policies, guidelines and operational 
requirements). 

64.3 Without limiting clauses 64.1 or 64.2, the SRSS Provider must comply with all 
provisions and requirements set out in Attachment G (Commonwealth Law and 
Policy Requirements). 

Offences under Crimes Act 1914 and Criminal Code 1995 

64.4 The SRSS Provider acknowledges and agrees that: 

64.4.1 any unauthorised access, alteration, removal, addition, possession, 
control, supply or impediment to the access, reliability, security or 
operation of data held in any computer (or, in some cases, any storage 
device) in the course of performing the Services may be an offence under 
Part 10.7 of the Criminal Code 1995 (Cth) for which there are a range of 
penalties, including a maximum of ten years imprisonment;  

64.4.2 the giving of false and misleading information to the Department or its 
Personnel is a serious offence under Division 137 of the Criminal Code 
1995 (Cth); and 

64.4.3 the publication or communication of any fact or document by a person 
which has come to their knowledge or into their possession or custody by 
virtue of the performance of this Contract (other than to a person to 
whom the SRSS Provider is authorised to publish or disclose the fact or 
document) may be an offence under sections 70 and 79 of the Crimes Act 
1914 (Cth), the maximum penalty for which is seven years imprisonment. 

65. NOTICES 

65.1 A Notice, request or other communication must be given in writing and dealt with as 
follows: 

65.1.1 if given by the SRSS Provider to the Department - addressed and 
forwarded to the Department, for the attention of the Departmental 
Representative(s) at the address indicated in Item 15 of the Contract 
Details or as otherwise Notified by the Departmental Representative(s). 
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65.1.2 if given by the Department to the SRSS Provider - signed by the 
Departmental Representative(s) and forwarded to the SRSS Provider at 
the address indicated at Item 15 of the Contract Details or as otherwise 
Notified by the SRSS Provider Representative. 

65.2 Any such Notice, request or other communication must be delivered by hand or sent 
by pre-paid security post, facsimile or email, to the address of the Party to which it is 
sent. 

65.3 Any Notice, request or other communication will be deemed to be received: 

65.3.1 if delivered personally, on the date of delivery; 

65.3.2 if sent by pre-paid security post, on the day that the acknowledgment of 
delivery is completed by the recipient;  

65.3.3 if sent by facsimile: 

(a) before 4:00pm on any Business Day, on the following Business 
Day; or 

(b) after 4:00pm on any Business Day, on the second Business Day 
following the day of dispatch, 

provided that the sender receives an "OK" code in respect of the 
transmission and is not Notified by the recipient by close of business of 
the next Business Day (or second Business Day as applicable) following 
the day of dispatch that the transmission was illegible; and 

65.3.4 if transmitted electronically before 4:00pm on any Business Day, on that 
Business Day, or if after 4:00pm, on the following Business Day, 
provided the Sender does not receive a transmission error report or 'out-
of-office' type notification. 

66. PROTECTION OF THE DEPARTMENT'S REPUTATION 

Logos and branding 

66.1 The SRSS Provider must not use the Department's logo without obtaining the 
Department's prior written approval. 

66.2 If the Department approves the use of the Department's logo on a publication, the 
SRSS Provider must:  

66.2.1 comply with the Australian Government Branding Guidelines as 
amended from time to time (available at www.dpmc.gov.au); 

66.2.2 comply with any directions issued by the Department; 

66.2.3 ensure that the Department's logo has prominence over and above other 
images, including any logo for the SRSS Provider; and 

66.2.4 ensure that the Department's logo meets minimum size requirements and 
is not altered or distorted. 
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Acknowledgement of Department support 

66.3 In this clause 66, 'Approved Branding Wording' means the wording identified in 
clause 66.4. 

66.4 The SRSS Provider may acknowledge the Department's involvement in the SRSS 
Programme by using the following wording: 

66.4.1 'Supported by the Australian Government Department of Immigration 
and Border Protection through the SRSS Programme.' 

66.4.2 'Funded by the Australian Government Department of Immigration and 
Border Protection through the SRSS Programme.' 

66.4.3 'Part-funded by the Australian Government Department of Immigration 
and Border Protection through the SRSS Programme.' 

or such other wording as may be Notified by the Department in writing to the SRSS 
Provider for the purpose of this clause 66.4. 

66.5 If the SRSS Provider proposes using wording that departs from the Approved 
Branding Wording, it must submit a written request and sample to the Department for 
approval prior to use. 

Public comment 

66.6 The SRSS Provider must not, and must ensure that its Personnel do not, make or 
permit any public announcement or communication in connection with: 

66.6.1 this Contract; 

66.6.2 any matter or transaction that this Contract deals with; or 

66.6.3 the Department, 

without obtaining prior approval from the Department, except as required to comply 
with the Law or the requirements of any regulatory body. 

66.7 For the avoidance of doubt, no right or Obligation arising from this Contract is to be 
read or understood as limiting the SRSS Provider's rights to enter into public debate 
or criticism of the Australian Government, its agencies or its Personnel. 

Survival 

66.8 This clause 66 survives the expiration or termination of this Contract. 

67. ASSIGNMENT AND NOVATION 

67.1 The SRSS Provider must not assign, in whole or in part, its rights or Obligations 
under this Contract without the prior written approval of the Department. 

67.2 The SRSS Provider must not consult with any other person or body for the purposes 
of entering into an arrangement which will require novation of the Contract without 
first consulting the Department. 
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68. RELATIONSHIP OF THE PARTIES 

68.1 The SRSS Provider must not represent itself, and must ensure that its Personnel and 
Subcontractors do not represent themselves, as being Personnel of the Department, or 
as otherwise able to bind or represent the Department. 

68.2 The SRSS Provider is not by virtue of this Contract or for any purpose Personnel of 
the Department, and does not have any power or authority to bind or represent the 
Department. 

69. WAIVER 

69.1 A waiver by either Party in respect of any breach of a condition or provision of this 
Contract will not be deemed to be a waiver in respect of any continuing or subsequent 
breach of that provision, or breach of any other provision. 

69.2 A single or partial exercise by a Party of any right or remedy it holds under this 
Contract or at Law does not prevent the Party from exercising the right again or to the 
extent it has not fully exercised the right. 

69.3 A waiver of any provision of or right under this Contract: 

69.3.1 must be in writing signed by the Party entitled to the benefit of that 
provision or right; and 

69.3.2 is effective only to the extent set out in any written waiver. 

70. GOVERNING LAW AND JURISDICTION 

70.1 This Contract is governed by the law specified in Item 16 of the Contract Details and 
each Party irrevocably and unconditionally submits to the non-exclusive jurisdiction 
of the courts of that jurisdiction. 

71. PROPORTIONATE LIABILITY EXCLUDED 

71.1 This clause 71 applies if the SRSS Provider comprises more than one entity. 

71.2 To the maximum extent permitted by Law, the Department and the SRSS Provider 
each agree that the provisions of this Contract are express provisions for their rights, 
Obligations and liabilities with respect to matters to which a Proportionate Liability 
Law applies and, to the extent permitted by Law, this Contract's provisions exclude, 
modify and restrict the provisions of a Proportionate Liability Law to the extent of 
their inconsistency with such a Law. 

72. ENTIRE AGREEMENT 

72.1 This Contract records the entire agreement between the Parties in relation to its 
subject matter it deals with.  No Party can rely on an earlier agreement, or anything 
said or done by another Party or by a director, officer, agent or employee of that Party 
before the Effective Date.  Nothing in this clause excludes any liability for fraudulent 
misrepresentation. 
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73. SEVERABILITY 

73.1 A term or part of a term of this Contract that is illegal or unenforceable may be severed 
from this Contract and the remaining terms or parts of the terms of this Contract 
continue in force. 

74. APPROVAL 

74.1 Where this Contract contemplates that the Department may agree, approve or consent 
to something then (unless a contrary intention appears): 

74.1.1 the agreement, approval or consent, must be in writing; 

74.1.2 the Department may agree, approve, consent, or not agree, approve or 
consent; and 

74.1.3 the Department may place conditions on its agreement, approval or 
consent and the SRSS Provider must comply with those conditions. 

75. JOINT AND SEVERAL 

75.1 If a Party to this Contract is made up of more than one person, then unless otherwise 
specified in this Contract: 

75.1.1 an Obligation of those persons is joint and several; and 

75.1.2 a right of those persons is held by each of them severally. 

75.2 Any agreement, representation, warranty or indemnity: 

75.2.1 by two or more Parties (including where two or more persons are 
included in the same defined term) binds them jointly and severally; and 

75.2.2 in favour of two or more Parties (including where two or more persons 
are included in the same defined term) is for the benefit of them jointly 
and severally. 

76. COSTS 

76.1 Each Party must pay its own costs of negotiating, preparing and executing this 
Contract and any document related to this Contract. 

77. NO MERGER 

77.1 The rights and Obligations of the Parties under this Contract do not merge on 
completion of any transaction contemplated by this Contract. 

78. FURTHER ACTION 

78.1 Each Party must do, at its own expense, everything reasonably necessary (including 
executing documents) to give full effect to this Contract and any transaction 
contemplated by it. 

 80 
 

289

Document 2



79. COUNTERPARTS 

79.1 The Contract may be executed in counterparts. All executed counterparts constitute 
one document. 
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EXECUTION 

SIGNED for and on behalf of the 
Commonwealth of Australia as represented by 

the Department or lmmigratioa ud Botder 
Protection (ABN 33 380 054 835) by its duly 
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. 22T11{aRii) 

Signature of Witness 

Name of witness (print) 
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SIGNED on behalf of Australian Red Cross 
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Signature of direct~r 
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. . . ~.i : .~?;. ·.~~ !':t, .. ... ........ . 
Date 

Document 2 

. 22(l)(i)li) 

Signature of delegate f 
.. ~: .. P.~f.f ................. . 
Name of delegate (print) 

~ cPuD ••.. . • .. I •..........•••••.•...•. 

Position of delegate (print) 

.. ~ . .(tJ,~ .. ............ ... . 
Date 

. ~7F(1) 

Name of director/company secretary (print) 

.... . ?-;~. ~-. q~ .. : -~-'~: ..... 
Date 

82 

291 



ATTACHMENT A (SCHEDULE OF SERVICES) 

TABLE OF CONTENTS 

PART 1 - OVERVIEW ............................................................................................................ 85 

1. PURPOSE OF THIS SCHEDULE OF SERVICES ................................................... 85 

2. CONTRACT REGION ............................................................................................... 85 

3. BACKGROUND ........................................................................................................ 85 

4. OBJECTIVE, GOALS AND CRITICAL SUCCESS FACTORS .............................. 86 

5. PRINCIPLES .............................................................................................................. 87 

6. GENERAL SRSS PROVIDER OBLIGATIONS ....................................................... 87 

7. SRSS RECIPIENTS AND ELIGIBILITY ................................................................. 89 

8. CORE SERVICE DELIVERY REQUIREMENTS ................................................... 90 

PART 2 - ACCOMMODATION SERVICES ......................................................................... 91 

9. GENERAL ACCOMMODATION SERVICES ......................................................... 91 

10. PROVIDED ACCOMMODATION ........................................................................... 91 

11. ASSISTANCE TO SRSS RECIPIENTS WITH COMMUNITY LINKS .................. 95 

12. ASSISTANCE TO EXIT PROVIDED ACCOMMODATION ................................. 96 

13. INDEPENDENT ACCOMMODATION ................................................................... 96 

PART 3 - CASE COORDINATION ....................................................................................... 99 

14. GENERAL CASE COORDINATION ....................................................................... 99 

15. CASE WORKER AND CARER SUPPORT ............................................................. 99 

16. CASE WORKER SUPPORT ..................................................................................... 99 

17. CARER SUPPORT ................................................................................................... 101 

18. REFERRAL PROCESS ............................................................................................ 102 

19. TRANSIT ASSISTANCE SERVICES ..................................................................... 107 

20. RECEPTION AND INDUCTION ............................................................................ 108 

21. NEEDS ASSESSMENTS AND CASE PLANS ...................................................... 110 

22. FINANCIAL HARDSHIP ASSISTANCE ............................................................... 112 

23. ESSENTIAL REGISTRATIONS ............................................................................. 113 

24. ORIENTATION ASSISTANCE SERVICES .......................................................... 116 

25. MEANINGFUL ENGAGEMENT ASSISTANCE .................................................. 118 

26. TRANSITION OUT SERVICES (SRSS RECIPIENT) ........................................... 119 

27. TRANSITION OUT TIMEFRAMES ....................................................................... 120 

PART 4 - CONTRACT ADMINISTRATION ...................................................................... 122 

28. CONTRACT ADMINISTRATION ......................................................................... 122 

29. COMMUNICATION WITH SRSS RECIPIENTS .................................................. 123 

30. INCIDENT MANAGEMENT AND REPORTING ................................................. 125 

 83 
 

292

Document 2



31. RECORDS MANAGEMENT .................................................................................. 127 

32. INFORMATION TECHNOLOGY REQUIREMENTS .......................................... 127 

33. HUMAN RESOURCES ........................................................................................... 131 

34. CONTRACT MANAGEMENT AND PROGRAMME IMPLEMENTATION, 
PLANNING AND DELIVERY ............................................................................... 134 

35. PERFORMANCE MANAGEMENT AND GOVERNANCE ................................. 141 

 

 

 84 
 

293

Document 2



PART 1 - OVERVIEW 

1. PURPOSE OF THIS SCHEDULE OF SERVICES 

Overview 

1.1 The purpose of this Schedule of Services is to describe tasks, objectives, outcomes and 
requirements that must be met by the SRSS Provider to provide all Services in an integrated 
fashion in the Contract Region(s) for which the SRSS Provider has been selected. 

1.2 The SRSS Provider, when referring to the description of the Services in this Schedule of 
Services, must also refer to the Contract, the SRSS Policy Advice Manual, Operational 
Procedures Manual and other referenced documents, as applicable. 

General Requirements 

1.3 This Schedule of Services sets out the following: 

1.3.1 a description of the broad legislative framework which underpins the work of the 
Department; 

1.3.2 the objective of the SRSS Programme and the Department's goals, critical success 
factors and principles to guide the Services to be provided by the SRSS Provider; 

1.3.3 a description of SRSS Recipients, including the categories and eligibility of SRSS 
Recipients who the Department may refer to the SRSS Provider; 

1.3.4 the resources, skills and expertise that must be provided by the SRSS Provider in 
the delivery of the Services; and 

1.3.5 specific requirements for the Services (including Performance Measures) that 
must be achieved by the SRSS Provider. 

1.4 This Schedule of Services sets out the obligations that the SRSS Provider must meet in 
performing the Services.  The SRSS Operational Procedures Manual provides a detailed 
description of the required Services, including any process that must be followed.  Together 
they set the standards to which the Services must be performed and any limitations or 
restrictions that may apply to the Services. 

2. CONTRACT REGION 

2.1 The Contract Region covered by this Contract is set out in the Contract Details. 

3. BACKGROUND 

3.1 The Migration Act 1958 sets the broad structure and rules by which non-citizens can enter and 
stay in Australia.  It establishes a system of Visa classes, and conditions for the removal of 
persons from Australia.  Further details in relation to obligations under the Migration Act 
1958, such as the criteria an applicant must meet to be granted a Visa, and how applications 
for Visas must be made, are set out in the Migration Regulations 1994. 

3.2 The Immigration (Guardianship of Children) Act 1946 (IGOC Act), provides that the 
Minister for Immigration and Border Protection is the legal guardian of unaccompanied 
children in Australia who satisfy the criteria under section 4AAA of the IGOC Act.  The 
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IGOC Act allows the Minister to delegate some of his/her guardianship powers and functions 
under the Act to officers of the Commonwealth or State or Territory governments. The IGOC 
Act also allows the Minister to select and appoint willing and suitable persons or 
organisations to be Custodians of IGOC Minors and to place IGOC Minors into the custody 
of those persons or organisations.  Further details in relation to obligations under the IGOC 
Act, including the duties and responsibilities of Custodians, are set out in the Immigration 
(Guardianship of Children) Regulations 2001.   

3.3 The Migration Act 1958, Migration Regulations 1994, Immigration (Guardianship of 
Children) Act 1946 and Immigration (Guardianship of Children) Regulations 2001 constitute 
the broad legislative framework under which the entry and stay of non-citizens in Australia is 
regulated.  This legislation is implemented through the policies of the Government and 
administered by the Department of Immigration and Border Protection (the Department). 
Consistent with this, the Department is responsible for assessing Visa applications and asylum 
claims and providing support, where appropriate, to Visa applicants and asylum seekers.   

3.4 The process of assessing Visa applications and asylum claims, including any review process, 
is known as the immigration status resolution process.  The Status Resolution Support 
Services (SRSS) Programme provides support to eligible non-citizens in Australia.  It aims to 
balance the SRSS Recipient’s needs, the Department’s Duty of Care (where relevant), and the 
need to resolve the SRSS Recipient’s immigration status.  

4. OBJECTIVE, GOALS AND CRITICAL SUCCESS FACTORS 

Objective  

4.1 The objective of the SRSS Programme is to deliver appropriate support to people engaging 
with the Department to resolve their immigration status. 

Goals 

4.2 The goals of the SRSS Programme are to deliver: 

4.2.1 a quality service that is consistent with Government policy and that balances the 
SRSS Recipient’s needs, the Department’s Duty of Care (where relevant), and the 
need to resolve the SRSS Recipient’s immigration status; 

4.2.2 consistency in decision making and improved integration in the delivery of 
support to those engaging with the Department to resolve their immigration 
status; and 

4.2.3 demonstrable and continuing value for money for the Commonwealth. 

Critical Success Factors 

4.3 Critical success factors must be consistently achieved in order for the contract to be 
successful. The critical success factors are measured by key performance indicators set out in 
Annex 3.   

4.4 The critical success factors are: 

4.4.1 SRSS Providers are able to scale up or down the Services to meet departmental 
requirements without compromising the quality of services provided; 
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4.4.2 SRSS Providers deliver the Services in a manner consistent with the Contract and 
the SRSS Operational Procedures Manual;  

4.4.3 SRSS Providers are able to adapt to and readily accommodate changes in 
Government policy; 

4.4.4 SRSS Providers effectively manage the interface between the Department and 
SRSS Recipients; and 

4.4.5 Services are provided at affordable costs that represent value for money for the 
Commonwealth. 

5. PRINCIPLES 

5.1 SRSS Providers must perform the Services in a manner that is consistent with the following 
guiding principles: 

5.1.1 deliver support to SRSS Recipients in a consistent, flexible and integrated way, 
with special care taken to ensure the best interests and needs of children are taken 
into consideration; 

5.1.2 educate and encourage SRSS Recipients to be accountable and responsible for 
their own actions; 

5.1.3 involve SRSS Recipients in identifying and addressing their needs; 

5.1.4 build on SRSS Recipients’ strengths to achieve a level of self-sufficiency; and 

5.1.5 respect the cultural and religious diversity of SRSS Recipients. 

6. GENERAL SRSS PROVIDER OBLIGATIONS 

Overview 

6.1 The SRSS Provider must provide the Services: 

6.1.1 in accordance with, and so as to meet, all the requirements specified in the 
Contract, this Schedule of Services, the SRSS Operational Procedures Manual 
and the SRSS Programme principles; 

6.1.2 in the Contract Region(s) specified in the Contract Details; 

6.1.3 for all SRSS Recipients referred to the SRSS Provider by the Department (within 
the capacity agreed between the Parties);  

6.1.4 to meet the individual needs of each SRSS Recipient in a manner that is 
consistent with this Schedule of Services and the SRSS Operational Procedures 
Manual; and 

6.1.5 using an organisational and resource structure that can readily adapt to changing 
SRSS Recipient numbers and changing Service requirements.  

6.2 Without limiting its Obligations under the Contract, this Schedule of Services or the SRSS 
Operational Procedures Manual, the SRSS Provider must, when delivering the Services: 
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6.2.1 ensure that all requirements for support to be provided to SRSS Recipients 
described, or referred to, in the Contract (including this Schedule of Services or 
the SRSS Operational Procedures Manual) are performed as part of the Services, 
even if they are not described as 'Services'; 

6.2.2 ensure Carers, Case Workers and Independent Observers and all other SRSS 
Provider Personnel comply with any Obligations, which includes complying with 
Laws and undertaking appropriate checks as specified in the Contract (including 
this Schedule of Services and the SRSS Operational Procedures Manual); 

6.2.3 meet any requirements that the Contract (including this Schedule of Services and 
the SRSS Operational Procedures Manual) indicates may be imposed on the 
SRSS Provider by the Department; 

6.2.4 meet the Performance Measures for the Services specified in the Contract;  

6.2.5 comply with the governance, communication and reporting requirements 
(including using departmental systems) specified in the Contract (including this 
Schedule of Services or the SRSS Operational Procedures Manual); and  

6.2.6 comply with any direction given by the Department in connection with the 
Services, including, without limitation, about the application of the SRSS 
Programme to SRSS Recipients.  

6.3 In this Schedule of Services and the SRSS Operational Procedures Manual: 

6.3.1 if an Obligation is expressed to apply to the Personnel of the SRSS Provider, the 
SRSS Provider must ensure the Obligation is achieved; 

6.3.2 if the Schedule of Services or the SRSS Operational Procedures Manual provides 
that the Department may require or request the SRSS Provider to take any action, 
the SRSS Provider must comply with that requirement or request; and 

6.3.3 if this Schedule of Services or the SRSS Operational Procedures Manual specifies 
that a Deliverable or a task is subject to the Department's approval, the SRSS 
Provider must obtain that approval before implementing that Deliverable or 
performing that task, and must comply with any condition of the approval. 

Flexibility and Scalability 

6.4 Without limiting clauses 4 or 5, the SRSS Provider must perform the Services in a manner 
that is: 

6.4.1 adaptable to and readily accommodates changes in Government policy during the 
Term to ensure that the Services are delivered in accordance with Government 
policy; 

6.4.2 appropriate to the individual needs of each SRSS Recipient; and 

6.4.3 adaptable to and readily accommodates changes in SRSS Recipient numbers 
(which may significantly increase or decrease during the Term). 
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7. SRSS RECIPIENTS AND ELIGIBILITY 

Overview 

7.1 The SRSS Provider must deliver the Services to SRSS Recipients from culturally and 
linguistically diverse backgrounds with different needs who are referred to the SRSS Provider 
by the Department.  In doing so, the SRSS Provider must comply with the Multicultural 
Access and Equity Policy set out in Attachment G (Commonwealth Law and Policy 
Requirements). 

7.2 SRSS Recipients may include, but are not limited to: 

7.2.1 Unaccompanied Minors in Alternative Places of Detention; 

7.2.2 Unaccompanied Minors, adults and family groups who are legally detained under 
the Migration Act 1958 (Cth) but who reside in the community under Residence 
Determination arrangements;  

7.2.3 adults and family groups who reside in the community on Bridging Visas and 
other Temporary Visas; and 

7.2.4 other vulnerable people in the community in the process of resolving their 
immigration status. 

SRSS Bands 

7.3 The SRSS Programme delivers support through six ‘Bands’ which are: 

7.3.1 Band 1 - Services are delivered to SRSS Recipients in Alternative Places of 
Detention.  They include Carer support and Independent Observer Services; 

7.3.2 Band 2 - Services are delivered to SRSS Recipients in the Australian community.  
They include Provided Accommodation with Carer support, Case Worker support 
and Case Coordination;  

7.3.3 Band 3 - Services are delivered to SRSS Recipients in the Australian community.  
They include Provided Accommodation, Case Worker support and Case 
Coordination; 

7.3.4 Band 4 - Services are short-term (up to six weeks) Transitional Support delivered 
to SRSS Recipients in the Australian community. They include Provided 
Accommodation, Case Worker support and Case Coordination;  

7.3.5 Band 5 - Services are delivered to SRSS Recipients in the Australian community.  
They include Case Worker support and Case Coordination; and 

7.3.6 Band 6 - Services are delivered to SRSS Recipients in the Australian community.  
They include basic Case Coordination. 

7.4 The Department is responsible for determining the Band classification for each SRSS 
Recipient.   

7.5 The SRSS Provider must provide the Services to each SRSS Recipient in accordance with the 
Band they have been allocated by the Department. 

 89 
 

298

Document 2



7.6 The Department may move SRSS Recipients between Bands depending on their 
circumstances and level of need. If the Department moves an SRSS Recipient between Bands, 
the SRSS Provider must ensure the Services provided to the SRSS Recipient are in 
accordance with the requirements for the new Band within the timeframes stipulated in 
paragraphs 18.38 to 18.42. 

Referrals 

7.7 The Department will refer SRSS Recipients to the SRSS Provider at the Department's 
discretion.   

7.8 The Department will also assess applications from the SRSS Provider for people already 
living in the community (Band 6 Applications) to determine their eligibility to receive the 
Services.   

7.9 The SRSS Provider must only provide the Services to SRSS Recipients determined to be 
eligible by the Department. 

Duration of Delivery of Services 

7.10 The SRSS Provider must provide the Services to the SRSS Recipients until the Department 
instructs the SRSS Provider to cease providing the Services to the SRSS Recipient (subject to 
any Obligations upon expiry or termination of the Contract as set out in the Contract).  

7.11 If the SRSS Provider becomes aware that an SRSS Recipient’s circumstances have changed 
and they may no longer be eligible to receive the Services, the SRSS Provider must Notify the 
Department immediately. 

7.12 If the Department Notifies the SRSS Provider that an SRSS Recipient is no longer eligible to 
receive the Services, the SRSS Provider must cease providing the Services through the SRSS 
Programme within the timeframes set out under paragraph 27. 

8. CORE SERVICE DELIVERY REQUIREMENTS 

8.1 The SRSS Programme has two broad areas of service delivery (Core Service Delivery 
Requirements): 

8.1.1 Accommodation Services; and 

8.1.2 Case Coordination Services.   
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PART 2 - ACCOMMODATION SERVICES 

9. GENERAL ACCOMMODATION SERVICES 

9.1 The SRSS Provider must operate a flexible accommodation Service to meet varying SRSS 
Programme and SRSS Recipient needs to ensure the SRSS Recipients are accommodated in 
suitable Provided Accommodation or suitable Independent Accommodation in accordance 
with this Services Schedule and the SRSS Operational Procedures Manual. 

9.2 The SRSS Provider must: 

9.2.1 ensure accommodation is available on arrival for all referred SRSS Recipients 
who are eligible for Provided Accommodation;  

9.2.2 conduct Accommodation Suitability Assessments and Community Link Checks; 

9.2.3 provide assistance to those SRSS Recipients exiting Provided Accommodation to 
access Independent Accommodation; and  

9.2.4 provide ongoing accommodation support on a needs basis and in accordance with 
the SRSS Recipient’s Band. 

10. PROVIDED ACCOMMODATION 

10.1 The SRSS Provider must provide: 

10.1.1 ongoing Supported Accommodation for SRSS Recipients in Band 2 if required 
by the Department; 

10.1.2 ongoing Provided Accommodation for SRSS Recipients in Band 3 if required 
by the Department;  

10.1.3 Transitional Accommodation (up to six weeks) for SRSS Recipients in Band 4 
if required by the Department; and   

10.1.4 Emergency Accommodation (up to two weeks) for SRSS Recipients in Band 5 
only if approved by the Department. 

Bands 2 and 3: 

General 

10.2 The SRSS Provider must source and maintain an agreed number of properties (rental 
accommodation) in agreed locations before receiving referrals for SRSS Recipients in 
Bands 2 and 3, in accordance with the processes and requirements set out in the SRSS 
Operational Procedures Manual.   

10.3 The SRSS Provider must: 

10.3.1 not enter into (or vary) any lease to accommodate SRSS Recipients if the term of 
the lease will or could extend past the Term unless the Department has approved 
the lease term in writing prior to the lease or extension of the lease being agreed 
or exercised; and  
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10.3.2 when seeking approval from the Department, advise the Department of the cost 
and the period that the term of the lease would extend past the Term of the 
Contract if approved. 

10.4 Any leasing costs incurred after the end of the Term without the express written approval of 
the Department will not be met by the Department. 

10.5 Provided Accommodation must be of a standard commensurate with what low income 
Australians might be able to afford and must at least comply with the accommodation 
standards set out in the SRSS Operational Procedures Manual.   

10.6 The rental cost of Provided Accommodation for Bands 2 and 3 must be paid by the SRSS 
Provider and it will be reimbursed by the Department in accordance with Attachment B as 
long as it is delivered in accordance with this Schedule of Services and the SRSS Operational 
Procedures Manual. 

10.7 The SRSS Provider must submit an inventory of Provided Accommodation for Bands 2 and 3 
as directed by the Department using the template provided by the Department.  This inventory 
must include accurate details on the number of properties, their capacity, bedroom count, 
bathroom count, tenancy agreements and location or any other details as required by the 
Department. 

10.8 The Department may inspect properties used by the SRSS Provider for Provided 
Accommodation throughout the Term.  The SRSS Provider must ensure the Department is 
able to access Provided Accommodation in order to conduct any required inspection. If the 
Department assesses a property as unsuitable, the SRSS Provider must either facilitate 
necessary repairs or find suitable alternative accommodation within the timeframes required 
by the Department or as otherwise agreed in writing with the SRSS Provider. 

10.9 If requested by the Department, the SRSS Provider must work with landlords to modify an 
existing property, or obtain a new property, to meet the needs of a specific SRSS Recipient.   

10.10 The SRSS Provider must seek written approval from the Department before making any 
modifications to a property used for the purposes of the SRSS Programme.  The Department 
will only reimburse costs associated with any modifications if written approval has been 
obtained from the Department prior to the work commencing. 

10.11 It is a legislative requirement for Band 2 and 3 SRSS Recipients to reside at the address 
approved by the Minister.  The SRSS Provider must assist SRSS Recipients to comply with 
this legislative requirement and Notify the Department where the SRSS Recipient is not 
complying with this requirement. 

Utilities 

10.12 The SRSS Provider must ensure all required utilities and landlines have been connected 
before any Band 2 or Band 3 SRSS Recipient enters the property.  All connection fees must 
be paid by the SRSS Provider and will be reimbursed by the Department in accordance with 
Attachment B. 

10.13 The Department will reimburse the SRSS Provider for the cost of all utilities and local calls 
made by Band 2 SRSS Recipients from a landline in accordance with Attachment B.   

10.14 SRSS Recipients in Band 3 are responsible for paying telephone bills with their Living 
Allowance. SRSS Providers will pay utilities bills for Band 3 Recipients where required 
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under the Operational Procedures Manual, and the department will reimburse the SRSS 
Provider for these costs as a Direct Recipient Cost.  

Basic Household Goods 

10.15 The SRSS Provider must ensure each property is adequately furnished with Basic Household 
Goods before any Band 2 or Band 3 SRSS Recipient enters the property in accordance with 
the SRSS Operational Procedures Manual.  The SRSS Operational Procedures Manual 
provides details on the required Basic Household Goods, and additional Goods (such as Baby 
Packages, where required) the quality of Goods, and the cost limits relating to household 
composition. 

10.16 The SRSS Provider must ensure the cost of the Basic Household Goods does not exceed the 
expenditure caps specified in the SRSS Operational Procedures Manual.  The SRSS Provider 
will not be reimbursed for Basic Household Goods that exceed the maximum amounts set out 
in the SRSS Operational Procedures Manual. 

10.17 The SRSS Provider must ensure the amount and type of Basic Household Goods is 
appropriate for the number of SRSS Recipients to be accommodated in that property.   

10.18 The Department may inspect Basic Household Goods throughout the Term.   

10.18.1 If, in the Department’s sole opinion, the amount or type of Basic Household 
Goods is not sufficient for the SRSS Recipients in the property, the SRSS 
Provider must provide sufficient Basic Household Goods to the satisfaction of the 
Department.  If the SRSS Provider has already spent the maximum amount 
(based on the cost limits set in the SRSS Operational Procedures Manual), the 
SRSS Provider must cover the cost of any additional Basic Household Goods. 

10.18.2 If, in the Department’s sole opinion, the quality of any Basic Household Goods 
does not meet the requirements of the Contract and the SRSS Operational 
Procedures Manual, the SRSS Provider must provide alternative Basic Household 
Goods that meet the requirements of the Contract and the SRSS Operational 
Procedures Manual, to the satisfaction of the Department.  The SRSS Provider 
must cover the cost of any such replacement Basic Household Goods, (with the 
exception of replacement for fair wear and tear).   

10.19 Ownership of all Basic Household Goods purchased by the SRSS Provider remains with the 
SRSS Provider.   

10.20 The SRSS Provider must appropriately manage Basic Household Goods so they can be re-
used during the provision of the Services (provided they still meet the requirements of this 
Contract).  Disposing of any Basic Household Goods will be at the SRSS Provider’s expense 
when they are no longer required for the purposes of the Contract.   

10.21 If the SRSS Provider has been asked by the Department to reduce their Provided 
Accommodation portfolio, and the SRSS Provider is seeking reimbursement for the storage 
costs of Basic Household Goods, the Department, in consultation with the SRSS Provider, 
will determine whether or not storage, disposal or other processes constitute best value for 
money for dealing with the Basic Household Goods.   

10.22 If the Department agrees to pay storage costs for Basic Household Goods under Clause 10.21, 
the SRSS Provider must organise appropriate storage.  The Department will reimburse the 
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SRSS Provider for approved storage costs in accordance with the Operational Procedures 
Manual. 

10.23 When SRSS Recipients exit Provided Accommodation, the SRSS Provider must ensure SRSS 
Recipients take their linen with them (including bed linen and towels).  The SRSS Provider 
must ensure all other Basic Household Goods remain at the property unless stated otherwise 
in the SRSS Operational Procedures Manual.  The SRSS Provider must provide new linen for 
all incoming SRSS Recipients in accordance with the SRSS Operational Procedures Manual. 

10.24 The SRSS Provider must provide replacement Basic Household Goods to cover wear and tear 
in accordance with the SRSS Operational Procedures Manual.  If an SRSS Provider is unable 
to provide replacement Basic Household Goods within any pre-approved amounts (cap) 
outlined in the SRSS Operational Procedures Manual, the SRSS Provider must seek 
departmental approval to increase the cap on an exceptional basis. 

10.25 The SRSS Provider must be able to justify to the Department’s satisfaction any expenditure 
on Basic Household Goods (including the purchase of new Basic Household Goods).  If the 
Department is not satisfied that expenditure on Basic Household Goods is required or does 
not meet the requirements of the Contract, the SRSS Provider will not be reimbursed for those 
Basic Household Goods. 

Bands 4 and 5: 

10.26 The SRSS Provider must secure: 

10.26.1 Transitional Accommodation for SRSS Recipients in Bands 4; and 

10.26.2 Emergency Accommodation for SRSS Recipients in Bands 5, where required. 

10.27 Transitional and Emergency Accommodation for Bands 4 and 5 may include boarding 
houses, hostels or backpackers.   

10.28 If boarding houses, hostels or backpackers are not available for Bands 4 and 5, the SRSS 
Provider may use other budget accommodation, including motels and hotels.   

10.29 All Transitional and Emergency Accommodation must be delivered in accordance with the 
SRSS Operational Procedures Manual.  The cost of Transitional and Emergency 
Accommodation must be met by the SRSS Provider, and will be reimbursed by the 
Department provided it is delivered in accordance with this Schedule of Services and the 
SRSS Operational Procedures Manual. 

10.30 SRSS Recipients in Bands 4 and 5 are required to make a rental contribution while in 
Provided Accommodation.  This rental contribution will be automatically Deducted from their 
Living Allowance through the Department of Human Services.   

10.31 The SRSS Provider must promptly update departmental systems with the details of 
Transitional and Emergency Accommodation used by SRSS Recipients in Band 4 and SRSS 
Recipients in Band 5 to ensure the correct payment rate for their Living Allowance is applied 
by the Department of Human Services.   

10.32 The SRSS Provider must explain to the SRSS Recipient (in Bands 4 and 5 as applicable) that 
their Living Allowance will be reduced while they are in Transitional and Emergency 
Accommodation to reflect their rental contribution and that the Deduction will cease when the 
SRSS Recipient moves into Independent Accommodation. 
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10.33 Any extension for Transitional or Emergency Accommodation must be approved by the 
Department in advance.  Extensions should only be sought in exceptional cases. 

11. ASSISTANCE TO SRSS RECIPIENTS WITH COMMUNITY LINKS 

11.1 If an SRSS Recipient has a family member or close friend living in the community, there may 
be an opportunity for that SRSS Recipient to live with their Community Link instead of using 
Provided Accommodation. 

11.2 The Department will Notify the SRSS Provider of any potential Community Links of which it 
is aware and provide details.   

Bands 2 and 3: 

11.3 The SRSS Provider must conduct an Accommodation Suitability Assessment for SRSS 
Recipients in Bands 2 and 3 with a Community Link using the departmental template 
contained in the SRSS Operational Procedures Manual.  The Accommodation Suitability 
Assessment must be submitted to the Department within 10 Business Days of receiving the 
referral of the SRSS Recipient.  If the SRSS Provider does not believe it can meet the 10 
Business Day timeframe it must advise the Department immediately and provide an 
explanation as to why the 10 Business Day threshold cannot be met.  If the 10 Business Day 
threshold cannot be met, the SRSS Provider must work with the Department to agree to an 
alternative solution. 

11.4 When conducting an Accommodation Suitability Assessment, the SRSS Provider must take 
into account the following considerations: 

11.4.1 the health, safety and needs of the SRSS Recipient; 

11.4.2 the ability of the Community Link to provide the necessary support to the SRSS 
Recipient (including consideration of whether the link is recently arrived in the 
community or in receipt of Humanitarian Settlement Services support); 

11.4.3 the relationship of the SRSS Recipient to the Community Link (host); 

11.4.4 other people living with the link and their willingness to have the SRSS Recipient 
live with them; 

11.4.5 the size and condition of the property, including an assessment of any lease 
restrictions; and 

11.4.6 accessibility to services and support. 

11.5 For Unaccompanied Minor SRSS Recipients, the SRSS Provider must explain to proposed 
Community Links that, should the placement be approved, they may be asked to accept 
Custodianship or Carer responsibilities of the SRSS Recipient (for more information, refer to 
the SRSS Operational Procedures Manual).  The SRSS Provider must provide clear and 
accurate guidance on the responsibilities of becoming a Custodian or Carer, including their 
reporting responsibilities. 

11.6 For these Unaccompanied Minor SRSS Recipients, the SRSS Provider must also organise and 
pay for National Police Checks for all adults currently residing in the Community Link’s 
property in accordance with the SRSS Operational Procedures Manual.  The SRSS Provider 
must also organise and pay for National Police Checks for any adults who move into the 
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property at a later date.  The Department will reimburse the SRSS Provider for National 
Police Checks associated with Accommodation Suitability Assessments for Unaccompanied 
Minors in accordance with Attachment B.   

11.7 The Department will determine the suitability of a property based on the Accommodation 
Suitability Assessment and other relevant information available.  

11.8 The SRSS Provider must update the Accommodation Suitability Assessment whenever 
circumstances in the Community Link household change, in accordance with the SRSS 
Operational Procedures Manual.  The updated Accommodation Suitability Assessment must 
be submitted to the Department within 10 Business Days of the SRSS Provider becoming 
aware of the change.  

11.9 The SRSS Provider must detail any rental contribution or Basic Household Goods requests in 
the Accommodation Suitability Assessment to obtain departmental approval.  The SRSS 
Provider must: 

11.9.1 only provide the rental contribution directly to the Community Link after the 
Department has given its approval; and  

11.9.2 only provide the approved Basic Household Goods to the SRSS Recipient after 
the Department has given its approval.   

Band 4: 

11.10 The SRSS Provider must conduct a Community Link Check to ascertain the suitability, 
sustainability and availability of the proposed property and Community Link for SRSS 
Recipients in Band 4.  The Community Link Check may be conducted by telephone.  
Confirmation of the suitability and availability of the Community Link’s accommodation 
must be submitted to the Department within four Business Days of receiving a referral. 

12. ASSISTANCE TO EXIT PROVIDED ACCOMMODATION 

12.1 SRSS Providers must ensure SRSS Recipients exit Provided Accommodation within the 
Department’s nominated timeframes (or other timeframes agreed by the Department).  This 
includes assisting SRSS Recipients to fulfil their responsibilities with regard to cleaning and 
finalising any outstanding debts or repairs. 

12.2 If an SRSS Recipient refuses to exit Provided Accommodation, or otherwise breaches tenancy 
responsibilities, the SRSS Provider must make all reasonable efforts to resolve the situation, 
including, where appropriate, instigating and following through with eviction proceedings.   

12.3 Any additional costs incurred by the SRSS Provider due to eviction proceedings must have 
departmental approval to be reimbursed in accordance with Attachment B. 

13. INDEPENDENT ACCOMMODATION 

13.1 The SRSS Provider must provide information and advice to SRSS Recipients exiting 
Provided Accommodation to give them the skills to obtain and maintain Independent 
Accommodation.  This support includes, but is not limited to: 

13.1.1 guidance on how and where to search for accommodation; 
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13.1.2 an introduction to local religious, ethnic or community groups that can assist in 
finding accommodation; 

13.1.3 support in establishing and managing relationships with real estate agents, 
landlords and community housing organisations; 

13.1.4 managing expectations; 

13.1.5 providing Rental Bond Loans and Rent in Advance Loans and explaining debt 
recovery processes; 

13.1.6 assistance in gathering and completing documentation during the rental 
application process; 

13.1.7 providing education about rental procedures and the payment of rent; 

13.1.8 providing advice on suitable accommodation including affordability and access to 
schools, shops and public transport;  

13.1.9 assessing the possibility of moving to another city or State or Territory to find 
affordable accommodation; and 

13.1.10 providing information on the rights and responsibilities of a tenant. 

13.2 The SRSS Provider may provide the Independent Accommodation support outlined in 
paragraph 13.1 above to SRSS Recipients in Bands 5 and 6 on an exceptional basis where a 
need has been identified by the SRSS Provider or as directed by the Department. 

Rent in Advance Loans and Rental Bond Loans  

13.3 SRSS Recipients in Bands 4-6 may be eligible for Rent in Advance Loans and Rental Bond 
Loans as determined by the Department. 

13.4 The SRSS Provider is responsible for providing the Rent in Advance Loans and Rental Bond 
Loans to the SRSS Recipient. The SRSS Provider must provide all relevant information to the 
Department and seek approval before paying Rent in Advance Loans and Rental Bond Loans, 
in accordance with the SRSS Operational Procedures Manual. 

13.5 The SRSS Provider must provide a verbal and written explanation to the SRSS Recipient (in a 
language understood by the SRSS Recipient) that they are responsible for repaying any loan 
provided to them.   

13.6 Repayments of the Rent in Advance Loans and Rental Bond Loans by the SRSS Recipient 
will be made through automatic Deductions from the SRSS Recipient's Living Allowance by 
the Department of Human Services.  SRSS Providers must maintain records of written 
consent from the SRSS Recipient confirming they understand the nature of the loan, such as a 
repayment agreement. 

13.7 The SRSS Provider must assist the SRSS Recipients in Bands 4-6 to formally lodge their 
Rental Bond where required under the relevant legislation.  The SRSS Provider must obtain 
confirmation of the Rental Bond payment and retain a copy of the receipt in the SRSS 
Recipient’s file.  The SRSS Provider must provide proof of this payment to the Department in 
accordance with the SRSS Operational Procedures Manual. 
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Maintaining Accommodation 

13.8 The SRSS Provider must ensure SRSS Recipients are aware of their obligations with regard 
to property maintenance for their accommodation (Provided Accommodation or Independent 
Accommodation).  This includes, but is not limited to: 

13.8.1 informing Recipients of their responsibility for basic property maintenance 
(including cleaning and gardening), and the need to report property damage; 

13.8.2 informing them of their responsibility to care for and, where necessary, replace 
Basic Household Goods (Band 2 and 3 SRSS Recipients); and 

13.8.3 informing them of their responsibilities with regard to the payment of utilities 
(SRSS Recipients in Bands 4-6) and rent (SRSS Recipients in Bands 4-6), and the 
consequences of not meeting those responsibilities. 

13.9 The SRSS Provider must assist the SRSS Recipient (Bands 3-5) to complete a property 
condition report when they enter a property.  The SRSS Provider must also assist SRSS 
Recipients in Provided Accommodation to complete a property condition report on exit from 
the property. A copy of these reports must be retained on the SRSS Recipient’s file. 
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PART 3 - CASE COORDINATION 

14. GENERAL CASE COORDINATION 

14.1 Case Coordination refers to coordinated, integrated, needs-based support to help SRSS 
Recipients to access Services through the SRSS Programme.   

14.2 The key SRSS Provider Personnel responsible for Case Coordination are Case Workers with 
support, if relevant, from Carers.  Other Personnel may also have a role in delivering Services 
as approved by the Department. 

14.3 SRSS Provider Personnel responsible for providing direct support Services to SRSS 
Recipients must be appropriately vetted prior to engagement.  They must have passed the 
relevant National Police Checks, working with children and working vulnerable people 
checks.  They must also have appropriate qualifications, training and support. 

15. CASE WORKER AND CARER SUPPORT 

15.1 The SRSS Provider must employ appropriately qualified and trained Case Workers and 
Carers to help manage the wellbeing of SRSS Recipients.   

15.2 The different roles and responsibilities of Case Workers and Carers are detailed below. 

16. CASE WORKER SUPPORT 

16.1 The SRSS Provider must employ Case Workers to help manage eligible SRSS Recipients’ 
wellbeing in accordance with their nominated Band through Case Coordination.  This 
includes:  

16.1.1 assessing the SRSS Recipient’s needs and developing Case Plans; 

16.1.2 monitoring and supporting the SRSS Recipient’s health; 

16.1.3 participating in Case Conferencing with the Department and the Detention Health 
Service Provider where required; 

16.1.4 ensuring SRSS Recipients are registered for essential services; 

16.1.5 ensuring SRSS Recipients receive appropriate orientation advice;  

16.1.6 assisting SRSS Recipients who are subject to the Code of Behaviour to 
understand and comply with their obligations under the code; 

16.1.7 assisting SRSS Recipients to link to the local community and access meaningful 
activities in accordance with the SRSS Operational Procedures Manual; 

16.1.8 regularly monitoring and reviewing each SRSS Recipient in their care;  

16.1.9 making recommendations to the Department about the SRSS Recipient’s ongoing  
support requirements; and 

16.1.10 reporting any changes in the SRSS Recipient’s circumstances (including changes 
of family composition and/or change of address). 
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16.2 The SRSS Provider must employ Case Workers to take responsibility for ensuring SRSS 
Recipients are appropriately engaged with other services, programmes and activities in the 
broader community, and develop the skills to independently access support and services as 
required.  The SRSS Provider must ensure Case Workers pay particular attention to the 
following: 

16.2.1 the SRSS Recipient’s health and safety; 

16.2.2 the special vulnerabilities of children, especially those who are unaccompanied, 
taking into account their age and maturity; 

16.2.3 family and shared house dynamics; 

16.2.4 the condition of the SRSS Recipient's accommodation; 

16.2.5 the SRSS Recipient’s ability to manage their Living Allowance and meet 
financial responsibilities; 

16.2.6 capacity building (helping SRSS Recipients to develop a degree of self-
sufficiency); and 

16.2.7 involvement in the community (meaningful engagement). 

16.3 The SRSS Provider must ensure Case Workers identify and manage issues and report 
Incidents (including to the Department) in accordance with the Incident reporting timeframes 
in paragraphs 30.1 to 30.15.   

16.4 The SRSS Provider must ensure the Department is aware of any changes to the SRSS 
Recipient’s circumstances that may affect their ongoing eligibility for the SRSS Programme, 
including informing the Department of any breaches of the SRSS Recipient’s Visa, the Code 
of Behaviour or Residence Determination conditions, and reporting any doubts or concerns 
about the SRSS Recipient’s identity. 

16.5 SRSS Recipients in Band 1 do not require Case Worker support. 

16.6 For SRSS Recipients in Band 2, the SRSS Provider must ensure the Case Worker works 
cooperatively with the SRSS Recipient’s Carer(s) to manage the SRSS Recipient’s wellbeing.   

Minimum contact with SRSS Recipients: 

16.7 The SRSS Provider must ensure Case Workers contact SRSS Recipients (Bands 2-6) a 
minimum of once each month after they are established in the community.  This contact must 
occur more frequently for SRSS Recipients displaying a higher level of need, and during their 
first weeks in the community, where required, to meet the SRSS Recipient's needs.  For SRSS 
Recipients in Bands 2 and 3, the minimum monthly contact must be face to face in the SRSS 
Recipient’s place of residence.  For Bands 5 and 6, face to face contact must be made every 
three months at a minimum. 

16.8 Where referred by the Department, the SRSS Provider must provide specific SRSS Recipients 
with information about the Code of Behaviour, the impact of any breach of the Code of 
Behaviour, and assistance, where relevant, to provide further information back to the 
Department about the circumstances of any potential breach of the Code of Behaviour. 
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16.9 Further details of the different levels of support are outlined in the SRSS Operational 
Procedures Manual.  All support must be delivered in accordance with the SRSS Operational 
Procedures Manual.   

16.10 The SRSS Provider must ensure all Service Provider Personnel do not provide immigration 
advice or advocate for a particular immigration outcome.   

17. CARER SUPPORT 

17.1 The SRSS Provider must provide Carer support to SRSS Recipients who are Unaccompanied 
Minors in the SRSS Programme.   

Band 1: 

17.2 The SRSS Provider must employ suitably trained and supported Personnel who have 
undergone relevant checks to deliver Carer support to Band 1 SRSS Recipients in Alternative 
Places of Detention as required by the Department including provision of care and support for 
up to 24-hours per day.  The ratio of Carers to SRSS Recipients must be 1:10, unless 
otherwise approved by the Department.   

17.3 The SRSS Provider must provide bilingual Carers to act as informal interpreters in informal 
and emergency situations.  The SRSS Provider must ensure bilingual Carers are not used to 
interpret in formal interviews, such as legal or immigration related interviews.  This will be 
done by interpreters accredited by the National Accreditation Authority for Translators and 
Interpreters (NAATI). 

17.4 The SRSS Provider must ensure Band 1 Carers:  

17.4.1 work in cooperation with the Department, the Detention Service Provider and the 
Detention Health Service Provider to encourage SRSS Recipients to access and 
use available Services in an appropriate manner, including providing input to the 
SRSS Recipient’s Individual Management Plan (a Case Plan managed by the 
Detention Service Provider) and supporting the SRSS Recipient to attend school 
and engage in meaningful activities; and 

17.4.2 are able to educate and support SRSS Recipients to behave appropriately, 
including helping to develop and implement behaviour management plans where 
required. 

17.5 The SRSS Provider must report all Incidents to the Department and the Detention Service 
Provider in accordance with this Schedule of Services and the SRSS Operational Procedures 
Manual.  

Band 2: 

17.6 The SRSS Provider must employ suitably trained and supported Personnel who have 
undergone and passed relevant checks to deliver 24-hour live-in residential Carer support to 
Band 2 SRSS Recipients in their Provided Accommodation.   

17.7 The SRSS Provider must ensure Carers are aware of, and comply with, their responsibilities 
under the IGOC Act.  Further details of the IGOC Act are provided in the SRSS Operational 
Procedures Manual. 

17.8 The SRSS Provider must ensure Band 2 Carers: 
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17.8.1 assume and exercise responsibility for the safety, care and welfare of the SRSS 
Recipients in their care; 

17.8.2 have access to a car to take SRSS Recipients in their care to medical 
appointments and other activities as required; 

17.8.3 manage grocery shopping and pay for household food and groceries in 
accordance with the SRSS Operational Procedures Manual; 

17.8.4 manage a roster of household chores and provide meals (with appropriate 
assistance from the SRSS Recipient(s) in the house); 

17.8.5 work in cooperation with the Department and the SRSS Recipient’s Case Worker 
to encourage SRSS Recipients to access and use available services in an 
appropriate manner, including providing input to the SRSS Recipient’s Case Plan 
(managed by the SRSS Recipient’s Case Worker) and supporting the SRSS 
Recipient to attend school and engage in meaningful activities; 

17.8.6 are able to educate and assist SRSS Recipients to behave appropriately, including 
working with Case Workers to develop and implement behaviour management 
plans where required; 

17.8.7 work with Case Workers to provide the necessary guidance and support to enable 
SRSS Recipients in their care to successfully transition to adulthood, including 
transitioning out of Supported Accommodation (and Band 2) once they turn 18;  

17.8.8 understand and comply with their Incident reporting requirements as outlined in 
paragraphs 30.1 to 30.15 of this Schedule of Services and detailed in the SRSS 
Operational Procedures Manual; and 

17.8.9 understand and comply with reporting requirements to State and Territory welfare 
authorities in accordance with relevant legislation. 

18. REFERRAL PROCESS 

Referrals from the Department: 

18.1 The Department will refer SRSS Recipients to SRSS Providers with a nominated Band 
classification.  The SRSS Provider must deliver Services to the SRSS Recipient in accordance 
with their nominated Band. 

18.2 While it is anticipated that referrals will generally occur during Business Hours, the 
Department may refer SRSS Recipients at any time of the day or night on any day of the year.   

18.3 The SRSS Provider must accept all referrals and deliver the Services in accordance with this 
Contract (including this Schedule of Services) unless the Department grants a written 
exemption.  

18.4 If the SRSS Provider is not able to deliver the Services to any SRSS Recipient referred to 
them, they must request in writing an exemption from the Department detailing why they are 
unable to deliver the Services, for the Department’s consideration. 

18.5 The Department will consider the request for exemption and respond within two Business 
Days. 
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Band 1:  

18.6 The SRSS Provider must commence service delivery to SRSS Recipients in Band 1 in 
established Alternative Places of Detention immediately following a referral. 

18.7 The SRSS Provider must commence service delivery to SRSS Recipients in Band 1 in other 
Alternative Places of Detention (not already established) within reasonable timeframes as 
Notified by the Department.  

Bands 2 and 3 (process prior to the SRSS Recipient being transferred into the SRSS 
Provider’s care): 

18.8 Band 2 and 3 referrals will include basic biographical information about the SRSS 
Recipient(s), and any special needs or health concerns where these are known to the 
Department.  In response to Band 2 and 3 referrals, the SRSS Provider must: 

18.8.1 ensure any referral to Provided Accommodation is appropriate to the needs and 
circumstances of the SRSS Recipient(s) and Notify the Department if it is 
unsuitable; or 

18.8.2 conduct an Accommodation Suitability Assessment where a Community Link has 
been identified (as outlined in paragraph 11 of this Schedule of Services). 

18.9 The SRSS Provider must respond (accept, seek an exemption or request additional 
information) to referrals to Provided Accommodation within two Business Days.  For 
referrals where the SRSS Recipient is under the guardianship of the Minister of Immigration 
and Border Protection (commonly known as an IGOC Minor), the SRSS Provider may also be 
required to accept Custodianship within two Business Days in accordance with the SRSS 
Operational Procedures Manual. 

18.10 If the SRSS Provider or its Personnel are appointed as a Custodian, the SRSS Provider or its 
Personnel (as applicable) must abide by the requirements of all applicable Laws and in 
accordance with the SRSS Operational Procedures Manual. 

18.11 The Department will, where possible, give the SRSS Provider at least 48 hours’ notice before 
transferring an SRSS Recipient (Band 2 and 3) into their care.  In exceptional circumstances, 
the SRSS Provider must have the capacity to accept a Band 2 or 3 SRSS Recipient into their 
care with less than 48 hours Notice.   

18.12 SRSS Recipients must reside in the accommodation approved by the Minister.   

18.13 Prior to transfer, the SRSS Provider must make preparations to commence Service delivery, 
including: 

18.13.1 planning transit assistance Services; and 

18.13.2 allocating a Case Worker to each Case as appropriate (this may be a single SRSS 
Recipient or family group as identified by the Department). 

18.14 Where possible, SRSS Recipients will be transferred to the SRSS Provider from Monday to 
Thursday; however, in exceptional circumstances as determined by the Department, the SRSS 
Provider must receive and commence Services at any time of the day or night, and on any day 
of the year. 
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Band 4 (process prior to the SRSS Recipient release from Held Detention): 

18.15 SRSS Recipients will either be referred to the SRSS Provider as group or as single SRSS 
Recipient (or Case) referrals. The SRSS Provider must respond (accept, seek an exemption or 
request additional information) to referrals within two Business Days.  

18.16 Where possible, the Department will send the SRSS Provider referrals two weeks prior to the 
SRSS Recipient(s)' release date. 

18.17 Referral information will include basic biographical information, and any special needs or 
health concerns where these are known to the Department.  On receipt of the referral the 
SRSS Provider must make preparations to commence Service delivery, including: 

18.17.1 planning for transit assistance Services where required; 

18.17.2 allocating a Case Worker to each Case (this may be a single SRSS Recipient or 
family group as identified by the Department); and 

18.17.3 securing appropriate accommodation, including making contact with Community 
Links where appropriate (Community Link Checks). 

18.18 The exact number and composition of SRSS Recipients will be finalised two Business Days 
before transit.  The SRSS Provider must be prepared to make adjustments to accept and 
manage the final composition of the referral after receiving notice of the final composition 
from the Department. 

Bands 5 and 6: 

18.19 The Department will refer eligible Band 5 and 6 SRSS Recipients to the SRSS Provider. The 
SRSS Provider must respond (accept, seek an exemption or request additional information) to 
referrals within five Business Days.   

18.20 The SRSS Provider must make contact with the SRSS Recipient and commence the Services 
within five Business Days of receiving the referral.  

Applications from the Community: 

18.21 The SRSS Provider must also provide assistance to individuals in the community who wish to 
apply for Band 6 support. 

18.22 In assisting individuals with the application process, the SRSS Provider must first make a 
Preliminary Assessment to determine whether or not the individual is likely to be eligible for 
Band 6 support using the Preliminary Assessment Checklist included in the SRSS Operational 
Procedures Manual.   

18.23 If the SRSS Provider determines that the individual is likely to be eligible, they must assist 
the individual to complete the application using the template provided by the Department. The 
SRSS Provider must then submit the application to the Department, together with supporting 
documentary evidence of financial assets and liabilities, living expenses and income. 

18.24 If the information is incomplete, the Department will Notify the SRSS Provider.  The SRSS 
Provider must provide additional information as required. 
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18.25 The Department will Notify the applicant and the SRSS Provider if the application has been 
approved.  The SRSS Provider must commence the Services to the applicant (the SRSS 
Recipient) within five Business Days of receiving the approval Notification. 

Independent Observer Services: 

18.26 The Department will Notify the SRSS Provider about the need for Independent Observer 
Services for SRSS Recipients. Independent Observer Services must be provided within 24 
hours of Notification, or within a timeframe otherwise agreed by the Department. 

18.27 The SRSS Provider must employ suitably trained and supported Personnel who have 
undergone relevant checks to deliver Independent Observer Services to support the wellbeing 
of eligible SRSS Recipients (Unaccompanied Minors and other SRSS Recipients as 
determined by the Department) while they undergo formal interviews.   

18.28 The SRSS Provider must ensure Independent Observers:  

18.28.1 ensure the interview process is adequately explained to, and understood by, the 
SRSS Recipient; 

18.28.2 observe the conduct of the interview and the demeanour and presentation of the 
SRSS Recipient;  

18.28.3 are attentive to non-verbal cues of the SRSS Recipient that indicate a need to take 
a break during the interview; 

18.28.4 recognise signs that the SRSS Recipient may benefit from counselling and 
promptly relay such information to the Department; 

18.28.5 ensure the SRSS Recipient is debriefed and questions are addressed prior to 
conclusion of any interview; 

18.28.6 raise any concerns with the interviewer about the emotional and physical state of 
the SRSS Recipient during the interview process; and 

18.28.7 ensure the SRSS Recipient is returned into safe care at the conclusion of the 
interview process. 

18.29 The SRSS Provider must promptly report any concerns regarding the process to the 
Department immediately following an interview, and provide all material, including 
documents and information created or stored by the Independent Observer in connection with 
the interview process, to the Department. 

18.30 The SRSS Provider must not employ Independent Observers to perform the dual role of being 
an Independent Observer and a Carer or Case Worker.   

Transfers between Bands, Locations and SRSS Providers: 

18.31 SRSS Recipients may move between Bands, locations or SRSS Providers while in the SRSS 
Programme as determined by the Department. 

18.32 The SRSS Provider must only implement a move between Bands, by adjusting the Services, 
on written advice or approval from the Department. 
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18.33 The SRSS Provider must complete an Exit Checklist when an SRSS Recipient moves out of 
Bands 2 or 3 (either through exiting the SRSS Programme or moving to a different Band) 
within five Business Days of the exit date. 

18.34 The SRSS Provider must only implement and assist with a move to a new location for SRSS 
Recipients in Bands 1-3 after receiving written Notice from the Department.   

18.35 SRSS Recipients in Bands 4-6 are living in the community lawfully and can move to a new 
location at any time at their own expense as long as they comply with their Visa conditions. 

18.36 The SRSS Provider(s) must assist the Department and the SRSS Recipient during transfers as 
relevant and as required by: 

18.36.1 cooperating and sharing information with the Department, the Detention Service 
Provider and Other Providers; 

18.36.2 assisting the SRSS Recipient to exit Provided Accommodation, including 
assisting the SRSS Recipient to meet their responsibilities for finalising debts and 
cleaning in accordance with the SRSS Operational Procedures Manual; 

18.36.3 notifying schools, doctors and other providers of change of address; 

18.36.4 providing appropriate transit assistance Services, where required by the 
Department (Bands 1, 2 and 3 only);  

18.36.5 updating Case Plans in accordance with 10 Business Days of an SRSS Recipient 
moving between Bands; and 

18.36.6 adjusting the Services in accordance with their new Band within the timeframes 
outlined below. 

18.37 If an SRSS Recipient has moved locations, they may require some initial orientation support 
in their new location (as determined by the SRSS Provider based on a needs assessment), as 
detailed under paragraph 24.5  

Timeframes for transfer of SRSS Recipients between bands: 

18.38 Where SRSS Recipients are being transferred from Band 1 to Band 2, the SRSS Provider 
must follow the processes outlined under referrals in paragraphs 18.8 to 18.14 above. 

18.39 Where SRSS Recipients are being transferred from Band 2 to Band 3, the SRSS Provider 
must adjust the Services at an agreed date in consultation with the Department. 

18.40 Where SRSS Recipients are being transferred from Bands 2 or 3 to Band 4, the SRSS 
Provider must commence Band 4 support immediately on Notification from the Department.  
The SRSS Recipient must be assisted to depart their Band 2 or 3 Provided Accommodation 
within 10 Business Days.  The SRSS Provider must retrieve the SRSS Recipient’s Detention 
Health Service Provider card and return it to the Detention Health Service Provider office 
within five Business Days of the SRSS Recipient transitioning out of Bands 2 or 3. 

18.41 Where SRSS Recipients are being transferred from Band 4 to Bands 5 or 6, the SRSS 
Provider must ensure the Services are adjusted within the six week (30 Business Days) period 
of eligibility for Band 4.  There is no transition period beyond the six week period of 
eligibility. 
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18.42 Where SRSS Recipients are being transferred from Band 5 to Band 6, the SRSS Provider 
must adjust the Services within five Business Days. 

19. TRANSIT ASSISTANCE SERVICES 

19.1 The SRSS Provider must provide transit assistance Services to SRSS Recipients moving from 
Immigration Detention Facilities into the community and to eligible SRSS Recipients moving 
within the community in accordance with the SRSS Operational Procedures Manual.  This 
assistance may be required for groups or individuals on any day of the week. 

19.2 Where SRSS Recipients are exiting an Immigration Detention Facility, the Department will 
organise and pay for all SRSS Recipient flights and transit accommodation where required. 

19.3 The SRSS Provider must provide transit assistance Services in accordance with the SRSS 
Recipient’s level of need as determined by the Department.  This will be communicated to the 
SRSS Provider with the SRSS Recipient’s itinerary. 

19.4 Unless advised otherwise, the SRSS Provider must: 

19.4.1 meet the SRSS Recipient at the arrival gate of the airport (for interstate transfers) 
or the Immigration Detention Facility (for intra-state transfers); 

19.4.2 transport the SRSS Recipient with their luggage to their new address in the 
community; and 

19.4.3 record the transit assistance Service provided in accordance with the SRSS 
Operational Procedures Manual. 

19.5 Where required, the Department may request the SRSS Provider to accompany the SRSS 
Recipient from an Immigration Detention Facility interstate to their community placement.  If 
required, the Department will book and pay for the leg of the flight for which the SRSS 
Provider is accompanying the SRSS Recipient. 

19.6 In all other cases, the SRSS Provider must book and pay for their own airfares and 
accommodation.  SRSS Provider travel arrangements must be economy class and represent 
best fare of the day.  The SRSS Provider may seek reimbursement for these costs in 
accordance with Attachment B. 

19.7 The SRSS Provider must work cooperatively with the Department and Other Providers to 
ensure its travel arrangements are coordinated with the SRSS Recipient’s travel arrangements. 

19.8 If required by the Department, the SRSS Provider must provide a small allowance to the 
SRSS Recipient in accordance with the SRSS Operational Procedures Manual for food and 
other immediate needs to support the SRSS Recipient until they reach their destination.  The 
Department will reimburse this allowance in accordance with Attachment B. 

19.9 If required by the Department, the SRSS Provider must provide transit assistance Services as 
an isolated Service to SRSS Recipients transiting through their nominated Contract Region to 
another Contract Region.  This includes meeting the SRSS Recipients at the airport, assisting 
them with their immediate needs, and helping them to catch their next flight.  Transit 
assistance Services may also include assisting SRSS Recipients transiting overnight. 
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20. RECEPTION AND INDUCTION 

20.1 The SRSS Provider must provide reception and induction Services to SRSS Recipients to 
meet their immediate needs on entry to the SRSS Programme. 

Band 1: 

20.2 The SRSS Provider must support the Detention Service Provider and the SRSS Recipient 
during the induction process.  In doing so, the SRSS Provider must: 

20.2.1 ensure the SRSS Recipient understands key messages; 

20.2.2 provide the SRSS Recipient with emotional support; and  

20.2.3 escalate relevant information or concerns to the Detention Service Provider using 
appropriate communication channels. 

20.3 The SRSS Provider must also ensure the SRSS Recipient: 

20.3.1 has received adequate bedding, clothing and personal items; 

20.3.2 understands where food, facilities and services are located and is able to access 
them; and 

20.3.3 understands how to respond to emergency situations. 

20.4 The SRSS Provider must pay particular attention to the safety and wellbeing of all newly 
arrived Band 1 SRSS Recipients through their first night in the SRSS Programme.  The SRSS 
Provider must then continue to monitor the SRSS Recipient’s safety and wellbeing 
throughout their time in the SRSS Programme, and refer any issues to the Detention Service 
Provider.   

Bands 2, 3 and 4: 

20.5 The SRSS Provider must provide: 

20.5.1 the SRSS Recipient with an overview of the Services in accordance with the 
SRSS Recipient’s allocated Band; 

20.5.2 Band 2 SRSS Recipients a mobile phone and pre-paid credit in accordance with 
the SRSS Operational Procedures Manual; 

20.5.3 Band 2 and 3 SRSS Recipients their Detention Health Service Provider card and 
provide a basic overview of how to access health services; 

20.5.4 relevant contact details and information and instructions on emergency 
procedures; and 

20.5.5 a property induction as soon as it is practical (either immediately on arrival, or 
where appropriate, provide basic information immediately followed by more 
comprehensive information the following day), including: 

20.5.5.1 fire safety instruction, including what to do if a smoke alarm 
activates and safe use of heaters and other appliances; 
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20.5.5.2 kitchen safety education, including safe cooking practices and 
appropriate food storage; 

20.5.5.3 instruction regarding the use of appliances in the property; 

20.5.5.4 direction and rules regarding  the use of the property (including 
house rules for Band 2 SRSS Recipients, and the SRSS Recipient’s 
responsibility to not cause intentional damage to the property and 
meet the cost of any damage); 

20.5.5.5 security for the house and personal property; 

20.5.5.6 the SRSS Recipient’s responsibilities with regard to using and paying 
for utilities (noting utilities are paid by the SRSS Provider for Band 2 
properties);  

20.5.5.7 the SRSS Recipient’s responsibilities with regard to cleaning, 
gardening and maintenance of the property; and 

20.5.5.8 an overview of their responsibilities as a Custodian, where 
applicable. 

20.6 All information must be delivered both orally and in writing in a language understood by the 
SRSS Recipient.   

Initial Payments: 

Band 2 - 6 

20.7 The SRSS Provider must provide Band 2, 3 and 4 SRSS Recipients with an Initial Payment 
immediately on exit from an Immigration Detention Facility in accordance with the SRSS 
Operational Procedures Manual. SRSS Providers must also provide, where there is a need 
identified by the Department, an initial payment to SRSS Recipients entering in to Band 5 or 
Band 6 of the Programme. The Department will reimburse the amount of the Initial Payment 
in accordance with Attachment B.  SRSS Providers must explain to SRSS Recipients that they 
are to use the Initial Payment to meet living expenses until they receive their first Living 
Allowance payment from the Commonwealth.   

20.8 Initial Payments may be recoverable as outlined in the SRSS Operational Procedures Manual.  

Basic Starter Package: 

Band 3 

20.9 The SRSS Provider must provide a Basic Starter Package to Band 3 SRSS Recipients who 
have exited Held Detention immediately on arrival in Provided Accommodation.  The Basic 
Starter Package must comprise staple foods, some fresh foods and some basic cleaning and 
personal products.  The SRSS Provider must ensure the package includes sufficient items to 
allow the SRSS Recipient to prepare a simple first meal and to reside in the house 
comfortably until they are able to go to a supermarket.   

20.10 The SRSS Provider must ensure all food provided as part of the Basic Starter Package is 
culturally appropriate and is tailored to the needs of the SRSS Recipient. 
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20.11 The SRSS Provider must ensure the Basic Starter Package is prepared and delivered in 
accordance with the SRSS Operational Procedures Manual.  The cost must be within the pre-
approved expenditure amount and the Service must be recorded in departmental systems. 

20.12 SRSS Providers must only provide the Basic Starter Package to SRSS Recipients once.  The 
SRSS Provider must inform the SRSS Recipient that they must use their Initial Payment and 
subsequent Living Allowance to purchase or replace items as needed. 

Band 4 

20.13 If Band 4 SRSS Recipients arrive in the community after 5:00pm, the SRSS Provider must 
provide the SRSS Recipient basic food and personal items as outlined in the SRSS 
Operational Procedures Manual. 

Parameters of the SRSS Programme and SRSS Recipient Responsibilities (All SRSS 
Recipients): 

20.14 The SRSS Provider must explain that the SRSS Programme is only available while the SRSS 
Recipient meets certain eligibility criteria, and it is conditional on their cooperation to help 
resolve their immigration status and their behaviour.  If the Department informs the SRSS 
Provider that the SRSS Recipient is no longer eligible, the SRSS Recipient must be 
transitioned out of the SRSS Programme. 

20.15 As relevant, the SRSS Provider must ensure SRSS Recipients understand the importance of 
their responsibility for: 

20.15.1 abiding by their Visa or Residence Determination conditions (this may include 
restrictions on the right to work and study); 

20.15.2 their personal safety and the safety of Minors in their care; 

20.15.3 contacting a Carer or Case Worker if there is a medical or other emergency (after 
dialling 000); 

20.15.4 following safety procedures; 

20.15.5 ensuring children of mandatory school ages attend school; 

20.15.6 abiding by all Commonwealth and relevant State or Territory Laws; 

20.15.7 adhering to acceptable standards of behaviour in the community, including those 
stipulated in the Code of Behaviour; and 

20.15.8 complying with reasonable directions and rules set by the Department, the 
Detention Service Provider, their Carer and their Case Worker. 

21. NEEDS ASSESSMENTS AND CASE PLANS 

Band 1:  

21.1 The SRSS Provider must constructively contribute to the development of the SRSS 
Recipient’s Individual Management Plan (which is similar to a Case Plan) managed by the 
Detention Service Provider, where possible in cooperation with the Detention Service 
Provider during its creation, otherwise within 5 Business Days of receiving the Plan. 
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Bands 2-6: 

21.2 The SRSS Provider must employ Case Workers to conduct needs assessments and develop 
Case Plans for each Case in their care.  A Case is either a single SRSS Recipient or a family 
group as identified by the Department.  

21.3 In exceptional circumstances, the Department may require the SRSS Provider to undertake an 
initial needs assessment before an SRSS Recipient enters the community, for example: 

21.3.1 where an SRSS Recipient displays high levels of need that may impact on their 
accommodation requirements; or 

21.3.2 where an SRSS Recipient is likely to require immediate specialist attention on 
arrival in the community. 

21.4 When undertaking a needs assessment to develop a Case Plan, the Case Worker must: 

21.4.1 take into account any information provided in the Referral process or Band 6 
Application as relevant; 

21.4.2 involve the SRSS Recipient(s) (Case) in identifying their needs; 

21.4.3 identify the care and welfare support required by the SRSS Recipient; 

21.4.4 develop strategies to identify and build on the SRSS Recipient’s strengths so they 
are able to achieve a level of self-sufficiency;  

21.4.5 pay particular attention to the needs of young people (people aged 15-25 years), 
including focussing specifically on developing suitable plans to engage them in 
meaningful activities; and  

21.4.6 ensure recommended Services are in accordance with the SRSS Operational 
Procedures Manual. 

21.5 The SRSS Provider must submit Case Plans (Bands 2 - 6) to the Department within 10 
Business Days of the SRSS Recipient’s placement in their Care.  

21.6 Initial Case Plans for SRSS Recipients in Bands 2, 3 and 5 require departmental approval.  
Band 4 and 6 Case Plans will be reviewed for quality and consistency with policy through 
either random or targeted sampling by the Department. 

21.7 The SRSS Provider must implement the Case Plan at the earliest opportunity after it has been 
finalised and, where relevant, approved by the Department. 

21.8 Case Plans must be developed in accordance with the SRSS Operational Procedures Manual.  

Case Plan Reviews: 

21.9 The SRSS Provider must ensure Case Workers review Case Plans with SRSS Recipients in 
Bands 2, 3, 5 and 6 (Case Plan Review) every time a Case Worker contacts an SRSS 
Recipient to ensure appropriate levels of support are in place and the SRSS Recipient is 
building on strengths to achieve a level of self-sufficiency. 
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Updates, Escalations, Notifications and Requests: 

21.10 Where there is a change in the SRSS Recipient’s circumstances, the SRSS Provider must 
ensure the Department is informed of those changes through a Case Plan Update, Escalation, 
Notification or Request in accordance with the SRSS Operational Procedures Manual.   

21.11 Situations where one or more of these functions (Case Plan Update, Escalation, Notification 
or Request) is required, include: 

21.11.1 a change in the needs or wellbeing of an SRSS Recipient; 

21.11.2 there is a need for extra funds or Services not already approved or pre-approved 
in accordance with the SRSS Operational Procedures Manual; 

21.11.3 a change in family composition; and 

21.11.4 a change of address or overnight stay request for SRSS Recipients in the 
community under Residence Determination arrangements (Bands 2 and 3). 

21.12 All Case Plan Updates, Escalations, Notifications and Requests must be submitted to the 
Department within 10 Business Days of the SRSS Provider becoming aware of the SRSS 
Recipient's relevant needs. 

21.13 The SRSS Provider must not use these functions for Incident reporting.  The SRSS Provider 
must comply with the Incident reporting requirements at paragraphs 30.1 to 30.15 below. 

Support Recommendation - Bands 2, 3, 5 and 6: 

21.14 Where there is a change to an SRSS Recipient’s circumstances or status that may affect their 
eligibility for the SRSS Programme, and where an SRSS Recipient is due to exit a Band, the 
SRSS Provider must make a Support Recommendation about the SRSS Recipient’s ongoing 
support requirements.  

21.15 The SRSS Provider must submit a Support Recommendation to the Department where the 
SRSS Provider is making a recommendation: 

21.15.1 to transition an SRSS Recipient between Bands; or 

21.15.2 to recommend that the SRSS Recipient is no longer in need of support through 
the SRSS Programme. 

Support Recommendation - Band 4: 

21.16 The SRSS Provider must submit a Support Recommendation to the Department no later than 
10 Business Days before an SRSS Recipient is due to exit Band 4.  

22. FINANCIAL HARDSHIP ASSISTANCE 

22.1 If either the SRSS Provider or the Department identifies that an SRSS Recipient in Bands 2-6 
is in need of additional assistance to address an immediate financial crisis situation, the SRSS 
Provider must undertake a needs assessment and deliver Financial Hardship Assistance to the 
SRSS Recipient in accordance with the SRSS Operational Procedures Manual.   

22.2 Where possible, the SRSS Provider must provide ‘in-kind’ support (not cash). 
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22.3 The SRSS Provider must work with all SRSS Recipients who have received Financial 
Hardship Assistance to mitigate any ongoing need for such support. 

23. ESSENTIAL REGISTRATIONS 

23.1 The SRSS Provider must assist all SRSS Recipients with Essential Registrations in a timely 
manner, including for health, education and Living Allowances. 

Health and Wellbeing: 

23.2 The SRSS Provider must educate SRSS Recipients about available physical and mental health 
services and how to access those services as relevant to each Band. 

Bands 1, 2 and 3: 

23.3 All SRSS Recipients in Bands 1-3 will be registered with the Detention Health Service 
Provider by the Department.  The Detention Health Service Provider will facilitate access to 
health services, including general practitioners and pharmacies. 

23.4 The Detention Health Service Provider will send individual health cards to the SRSS Provider 
for SRSS Recipients in Band 2 and 3 soon after the SRSS Provider has confirmed the referral.  
The SRSS Provider will also receive advice on the SRSS Recipient’s allocated general 
practitioner and pharmacy.   

23.5 The SRSS Provider must give the SRSS Recipient their health card as soon as they enter the 
community.  The SRSS Provider must explain the Detention Health Service Provider system 
to the SRSS Recipient, and link the SRSS Recipient to their allocated general practitioner and 
pharmacy.   

23.6 The SRSS Provider must assist the SRSS Recipient to make and attend their first appointment 
with their general practitioner within their first month in the community.  The SRSS Provider 
must ensure the SRSS Recipient provides their general practitioner with a copy of their health 
discharge assessment at their first appointment (the SRSS Recipient will receive two copies of 
this assessment when they exit an Immigration Detention Facility, as outlined in the SRSS 
Operational Procedures Manual).   

23.7 The SRSS Provider must assist the SRSS Recipient to make appointments, and raise new and 
outstanding health issues with the Detention Health Service Provider.  The SRSS Provider 
must educate the SRSS Recipient about how to access eligible Services independently. 

23.8 The SRSS Provider must not pay any health related invoices for SRSS Recipients in Bands 1, 
2 or 3.  The SRSS Provider must ensure the SRSS Recipient’s Detention Health Service 
Provider card is returned within five Business Days of moving out of Bands 2 or 3. 

Bands 4, 5 and 6: 

23.9 The Department will identify SRSS Recipients who may be eligible for Medicare.  The SRSS 
Provider must assist those SRSS Recipients to register with Medicare within 10 Business 
Days of receiving the Case and provide a basic overview of the services available to them.  

23.10 For SRSS Recipients who are not eligible for Medicare, the SRSS Provider must assist the 
SRSS Recipient to access required health services and pay for the required health services at 
an amount which is equivalent to the cost of services which would have otherwise been 
reimbursed to the SRSS Recipient through the Medicare Benefit Scheme. 
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23.11 The SRSS Provider must educate the SRSS Recipient about their responsibility for any costs 
that exceed the Medicare benefit.  In exceptional circumstances, where an SRSS Recipient is 
unable to meet those costs, the SRSS Provider must submit an application for funding 
detailing the treatment being sought with relevant referrals to the Department as a payment 
Request in accordance with the SRSS Operational Procedures Manual. 

23.12 The SRSS Provider must assist eligible SRSS Recipients to locate an appropriate bulk-billing 
service. 

Visa related health checks: 

23.13 If required, the Department will Notify the SRSS Recipient about the types of tests required 
for their Visa application.  For SRSS Recipients in Bands 4 - 6, the SRSS Provider must pay 
and invoice the Department for Visa related health checks if the SRSS Recipient is unable to 
make the payment themselves.  The Department will reimburse these amounts in accordance 
with Attachment B. 

Mental Health - Bands 1 - 6: 

23.14 The SRSS Provider must monitor the mental health of SRSS Recipients in their care and 
assist with referrals if it becomes aware of a Recipient having mental health issues.  If the 
Department has provided information about a mental health issue for a particular SRSS 
Recipient, the SRSS Provider must assist that SRSS Recipient to make and attend an 
appointment with their general practitioner as soon as possible for treatment or referral as 
needed. 

23.15 The SRSS Provider must ensure any change in an SRSS Recipient’s mental health is recorded 
in their Case Plan and reported to the Department in line with the reporting requirements 
outlined under Incident Reporting at paragraphs 30.1 to 30.15 below.  The SRSS Provider 
must refer the SRSS Recipient to an appropriate mental health practitioner or general 
practitioner as soon as possible in accordance with the SRSS Operational Procedures Manual.  
The SRSS Provider should inform the Department of those instances where an SRSS 
Recipient refuses to engage with mental health professionals. 

23.16 The SRSS Provider must ensure Carers and Case Workers are familiar with mental health first 
aid to give them the skills to support SRSS Recipients who may develop a mental health 
problem or experience a ‘mental health crisis’ until the SRSS Recipient is able to access 
appropriate professional treatment or until the crisis resolves. 

Education: 

23.17 The Department will work with educational institutions to give school-aged children access to 
school while in the SRSS Programme.  The SRSS Provider must assist SRSS Recipients to 
enrol school-aged children in Bands 2, 3, 5 and 6 in those schools within five School Days of 
entering their Care, with the exception of special needs children where it is acknowledged that 
the enrolment process may take longer.  Where the SRSS Provider is finding it difficult to 
meet this timeframe, they must raise the issue with the Department. 

23.18 The SRSS Provider must assist Parents, Custodians, Carers and guardians in overcoming 
barriers to the child’s attendance at school. 

23.19 The SRSS Provider must work with SRSS Recipients who are Unaccompanied Minors to 
overcome barriers to their attendance at school. 
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Schooling Requirements Package: 

23.20 The SRSS Provider must provide SRSS Recipients who are eligible school aged children with 
a Schooling Requirements Package before they commence school.  This Service must be 
delivered on a needs basis and in accordance with the SRSS Operational Procedures Manual.   

23.21 SRSS Recipients are able to retain items purchased with the Schooling Requirements Package 
when they move to a different Band or exit the SRSS Programme. 

English as a Second Language (ESL) Education: 

23.22 The Department gives some SRSS Recipients access to Department funded ESL Classes.  The 
details of eligibility are outlined in the SRSS Operational Procedures Manual.  The SRSS 
Provider must discuss ESL needs with adult SRSS Recipients and arrange their enrolment in 
accordance with their entitlements. 

23.23 If an SRSS Recipient who is attending ESL Classes is transferred to another location, the 
SRSS Provider must notify the ESL provider as early as possible to cease enrolment. 

23.24 If an SRSS Provider is receiving an SRSS Recipient from another location, the SRSS 
Provider must work with the local ESL provider to ensure any remaining ESL entitlements 
can be accessed in their new location.  

Living Allowance: 

23.25 The SRSS Provider must assist SRSS Recipients in Bands 2-6 to open a bank account within 
five Business Days of moving into the Australian community.   

23.26 SRSS Recipients need a bank account in order to register with the Department of Human 
Services for Living Allowance payments. 

23.27 The SRSS Provider must register all SRSS Recipients in Bands 2-6 with the Department of 
Human Services within five Business Days of the SRSS Recipient moving into the Australian 
community.   

23.28 The SRSS Provider must ensure all eligible SRSS Recipients receive basic financial 
management guidance to support them in managing their Living Allowances effectively.  
SRSS Providers must also ensure SRSS Recipients are informed about the expenses for which 
they are responsible. 

23.29 The SRSS Provider must provide ongoing basic financial management guidance where 
required. 

Childcare: 

23.30 In exceptional circumstances, families with young children in Band 3 (and other Bands if 
instructed by the Department) may be eligible for childcare assistance to enable the adult(s) to 
attend appointments or ESL Classes.  The SRSS Provider must first investigate alternatives, 
such as care with a relative or friend.  Where an alternative arrangement cannot be found, the 
SRSS Provider must submit a Payment Request to the Department for approval.  If approved, 
the SRSS Provider must assist the SRSS Recipient to access the approved childcare for the 
duration of the appointment or class and make the necessary payments.  Payments will be 
reimbursed by the Department in accordance with Attachment B. 

 115 
 

324

Document 2



24. ORIENTATION ASSISTANCE SERVICES 

24.1 The SRSS Provider must ensure eligible SRSS Recipients are offered necessary orientation 
Services to help them to adjust to their environment (their Alternative Place of Detention or 
the community, as relevant).  The SRSS Provider must ensure the orientation Services 
planned and delivered to each SRSS Recipient are detailed in their Case Plan (or Individual 
Management Plan, as relevant). 

24.2 Participation is not mandatory, but it is encouraged.  The SRSS Provider must accurately 
record an SRSS Recipient’s decision not to participate in or receive orientation Services in the 
SRSS Recipient’s Case Plan (or Individual Management Plan, as relevant). 

24.3 The SRSS Service Provider is responsible for providing orientation to SRSS Recipients in 
Band 1.  The SRSS Provider must ensure the SRSS Recipient is able to access information 
appropriately and receives any necessary orientation support. 

24.4 Orientation Services for SRSS Recipients in the Community can be broken into: 

24.4.1 initial orientation; and 

24.4.2 more comprehensive orientation support. 

24.5 The SRSS Provider must provide an initial orientation within the first week of the SRSS 
Recipient (Bands 2, 3 and 4) entering their care.  Initial orientation must cover basic 
information to assist the SRSS Recipient during their first weeks in the community (or their 
new local area, in the case of a transfer from one location to another where required).  Topics 
to be covered for initial orientation include: 

24.5.1 identifying the location of a general practitioner and pharmacy; 

24.5.2 explaining the proper use of emergency services; 

24.5.3 identifying the location of ATMs and instruction on how to use them; 

24.5.4 explaining and identifying the location of public transport, timetables and maps; 

24.5.5 identifying the location of local shops; 

24.5.6 identifying the location of local schools for children (if applicable); 

24.5.7 identifying the location of parks and recreation areas; 

24.5.8 identifying the location of library and other community facilities, including 
internet facilities; 

24.5.9 identifying the location of the Department’s closest office; 

24.5.10 introducing and linking in with ethnic and religious community groups, places of 
worship, and other community groups, such as play groups, mothers groups, 
community centres; and 

24.5.11 providing basic information about rules and Laws, including: 

24.5.11.1 adherence to the Code of Behaviour; 
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24.5.11.2 child safety legislation, including mandatory reporting of suspected 
neglect and abuse; 

24.5.11.3 domestic violence legislation; 

24.5.11.4 race and sex discrimination legislation; 

24.5.11.5 appropriate public behaviour; 

24.5.11.6 theft and damage to property; 

24.5.11.7 alcohol and drug Laws, including age restrictions and driving under 
the influence; and 

24.5.11.8 road safety. 

24.6 The SRSS Provider must commence more comprehensive orientation Services within the first 
month of the SRSS Recipient entering the community to assist SRSS Recipients in Bands 2, 
3, 4, 5 and 6 to adjust to life in the Australian community, where required.  This can be done 
in a group situation, such as a course, or individually and it must represent value for money.  

24.7 The SRSS Provider must ensure orientation Services are delivered at a level suitable to the 
SRSS Recipient’s learning ability, in a language they understand and at appropriate times that 
accord with their other commitments. 

24.8 The SRSS Provider must ensure the more comprehensive orientation Services reinforce key 
messages introduced during the initial orientation, and expands on the SRSS Recipient’s 
existing knowledge.  Topics to be covered include: 

24.8.1 local orientation and settling in; 

24.8.2 money management; 

24.8.3 accommodation; 

24.8.4 youth issues including parenting skills and managing teenagers in Australian 
context; 

24.8.5 education; 

24.8.6 family life including managing family conflict and responding to domestic 
violence; 

24.8.7 health; 

24.8.8 cultural issues and communication skills; and 

24.8.9 life in the Australian community, including a focus on rights and responsibilities 
and the Code of Behaviour. 

24.9 Additional detail is outlined in the SRSS Operational Procedures Manual. 

24.10 The objective of the broader orientation Services is to give participants the skills necessary to 
help them achieve a level of independence in the community and to ensure they understand 
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their responsibilities.  The SRSS Provider is responsible for building in competency measures 
to ensure key messages are understood.  Basic competency requirements are outlined in the 
SRSS Operational Procedures Manual. 

24.11 The SRSS Provider must conduct a needs assessment to determine whether SRSS Recipients 
in Bands 5 and 6 require orientation Services.    Orientation Services must be delivered to 
SRSS Recipients in Bands 5 and 6 in accordance with the SRSS Operational Procedures 
Manual, or as otherwise instructed by the Department. 

24.12 Where an SRSS Recipient transfers between Bands, SRSS Providers or locations, SRSS 
Providers must determine whether or not there is an ongoing need for orientation Services, 
and if required, they must ensure the SRSS Recipients are offered appropriate orientation 
Services. 

24.13 The SRSS Provider must aim to complete their more comprehensive orientation Services 
within three months from the date of commencement.  Should the SRSS Provider assess the 
SRSS Recipient as needing additional orientation Services beyond the three month timeframe, 
the SRSS Provider must provide an explanation and seek departmental approval. 

24.14 The SRSS Provider must ensure departmental Case Managers and employees from the 
Assisted Voluntary Return Programme are given an opportunity to contribute to the 
orientation Services. 

25. MEANINGFUL ENGAGEMENT ASSISTANCE 

Band 1: 

25.1 The SRSS Provider must consult with the Department and Other Providers to identify, 
develop, deliver and facilitate programmes and activities which are appropriate to the abilities 
and needs of the SRSS Recipient and to the specific site (Alternative Place of Detention, that: 

25.1.1 provide opportunities for recreation; 

25.1.2 enhance English language skills; and 

25.1.3 progress independent living skills. 

25.2 The SRSS Provider must obtain approval from the Department before developing or 
commencing any programmes or activities. 

25.3 Where equipment is required, the SRSS Provider must take responsibility for ensuring goods 
are cost effective, have departmental approval for the expenditure and ensure the goods are 
appropriately maintained. 

25.4 The SRSS Provider must provide performance reporting on recreational and educational 
programmes in the SRSS Provider Performance Report as attached to the SRSS Operational 
Procedures Manual. 

25.5 The SRSS Provider must also liaise with the Detention Service Provider to ensure SRSS 
Recipients can participate fully in programmes and activities managed by the Detention 
Service Provider, and assist them to do so.  This includes assisting SRSS Recipients to use the 
Detention Service Provider’s Individual Allowance Programme and the Household 
Allowance Scheme, details of which can be found in the SRSS Operational Procedures 
Manual.   
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25.6 The SRSS Provider must support SRSS Recipients to freely practice their religion.  This 
includes: 

25.6.1 ensuring there are sufficient and appropriate supplies within the Alternative Place 
of Detention and informing the Detention Service Provider and the Department 
where there are insufficient supplies; 

25.6.2 liaising with relevant stakeholders to facilitate the delivery of appropriate 
religious services and celebrations; and 

25.6.3 respecting the SRSS Recipient’s religious beliefs. 

25.7 The SRSS Provider must assess the independent living skills of SRSS Recipients and provide 
support to develop those skills as outlined in the SRSS Operational Procedures Manual. 

Band 2: 

25.8 The Department provides an allowance for Band 2 SRSS Recipient participation in 
meaningful engagement activities.  The SRSS Provider is required to facilitate access to 
approved activities using this allowance, in accordance with the SRSS Operational Procedures 
Manual.  Financial or similar monetary support from government and charitable or not-for-
profit organisations in the community should not be accessed. 

Bands 3-6: 

25.9 Meaningful engagement assistance for SRSS Recipients in Bands 3 to 6 is a linking service.  
The Department will not fund the SRSS Provider to develop or deliver activities for SRSS 
Recipients in Bands 3-6.   

25.10 The SRSS Provider must work with SRSS Recipients in Bands 3-6 to identify existing 
activities that will help manage their physical and mental health and assist them to achieve a 
level of self-sufficiency and social inclusion within the community. 

25.11 The SRSS Provider must link SRSS Recipients to existing activities or non-government 
organisations with the capacity to engage them in appropriate volunteering opportunities or 
social, cultural and sporting activities.  Information on appropriate activities and approval 
requirements is contained in the SRSS Operational Procedures Manual.  Case Plans must 
clearly demonstrate genuine attempts to link SRSS Recipients to meaningful activities.  In 
doing so, the SRSS Provider must involve the SRSS Recipient in identifying appropriate 
activities while managing their expectations. 

25.12 The SRSS Provider must inform the SRSS Recipient (Bands 3-6) that they must use their 
Living Allowance to meet any associated costs for meaningful engagement activities.   

26. TRANSITION OUT SERVICES (SRSS RECIPIENT) 

26.1 The Department will Notify the SRSS Provider if an SRSS Recipient ceases to be eligible for 
the SRSS Programme and is required to exit the SRSS Programme.  Transition Out Services 
are only required to be provided in respect of an SRSS Recipient if the SRSS Recipient is 
required to exit the SRSS Programme. 

26.2 Once Notified and where the transition out does not immediately (where the SRSS Recipient 
is not re-detained), the SRSS Provider must develop and submit a Transition Out Plan for 
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SRSS Recipients in Bands 2, 3, 4 and 5 to the Department within five Business Days of 
receiving the Notification from the Department. 

26.3 The Transition Out Plan must include details of all necessary steps to wind down support, 
including assisting with Essential Registrations to mainstream services and linking the SRSS 
Recipient to other providers as required.  The SRSS Provider must identify possible referrals 
to the Assisted Voluntary Return Programme or the Unaccompanied Humanitarian Minors' 
Programme, which will be assessed and approved by the Department as appropriate. 

26.4 Transition Out Plans for SRSS Recipients in Bands 2, 3, 4 and 5 require approval by the 
Department.  Once approved, the SRSS Provider must implement the Transition Out Plan and 
cease services to SRSS Recipients within the timeframes set out in the approved Transition 
Out Plan for those SRSS Recipients. 

26.5 While a Transition Out Plan is not required for approval for SRSS Recipients transitioning 
out of Band 6, the SRSS Provider must still assist the SRSS Recipient with Essential 
Registrations to mainstream services as needed. 

Bands 2 and 3: 

26.6 The SRSS Provider must complete the Exit Checklist in the CCMDS portal for all Band 2 and 
3 SRSS Recipients exiting the SRSS Programme. 

26.7 The SRSS Provider must ensure the SRSS Recipient exits Provided Accommodation when 
they are no longer eligible and Notify the Department when the SRSS Recipient has exited 
the property. 

26.8 The SRSS Provider must retrieve the SRSS Recipient's Detention Health Service Provider 
card and return it to the Detention Health Service Provider office within five Business Days 
of the SRSS Recipient exiting the SRSS Programme. 

27. TRANSITION OUT TIMEFRAMES 

27.1 The timeframes for transitioning an SRSS Recipient out of the SRSS Programme are as 
follows: 

27.1.1 if the SRSS Recipient is granted a Substantive Visa: 

27.1.1.1 the Department will Notify the SRSS Provider;   

27.1.1.2 the SRSS Provider then has 20 Business Days from Notification, 
unless otherwise directed, to transition out SRSS Recipients in Bands 
2-5; and 

27.1.1.3 the SRSS Provider has seven Business Days from Notification to 
transition out SRSS Recipients in Band 6, 

and the SRSS Provider can continue providing Services to the SRSS Recipient 
until the end of the period calculated in accordance with the above paragraph; 

27.1.2 if the SRSS Recipient has elected to depart Australia voluntarily: 

27.1.2.1 the Department will Notify the SRSS Provider; and 
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27.1.2.2 the SRSS Provider can continue to provide Services to the SRSS 
Recipient for up to 30 Business Days from Notification, and must 
transition out the SRSS Recipient during this time, in accordance 
with instruction from the Department; 

27.1.3 if the SRSS Recipient is being removed from Australia following a negative final 
outcome on their Visa application (they refuse to depart voluntarily): 

27.1.3.1 the Department will Notify the SRSS Provider; and 

27.1.3.2 if the SRSS Recipient is not re-detained in an Immigration Detention 
Facility, the SRSS Provider can provide support for up to 20 
Business Days, and must transition out the SRSS Recipient during 
this time, in accordance with instruction from the  Department. 

27.2 If the SRSS Recipient is re-detained in an Immigration Detention Facility, the SRSS Provider 
must cease providing Services immediately on notification from the Department (unless they 
are in Band 2 and moving to Band 1, which would constitute a Transfer between Bands). 

27.3 If the SRSS Recipient is refusing to cooperate with the Department to resolve their 
immigration status, the Department will determine the transition out timeframes based on the 
individual circumstances.  The SRSS Provider must comply with those timeframes, and cease 
services as instructed by the Department. 
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PART 4 - CONTRACT ADMINISTRATION 

28. CONTRACT ADMINISTRATION 

Departmental Responsibilities 

28.1 The Department is responsible for the coordination and management of the SRSS 
Programme. This includes overall programme and policy guidance and oversight, 
performance management, financial management, administration of a departmental quality 
assurance programme, and all ministerial and parliamentary reporting.  The Department is 
responsible for the referral of SRSS Recipients to SRSS Providers within Contract Regions, 
determining the SRSS Recipient’s Band, and providing Case Management support to SRSS 
Recipients in Bands 1-5.  The Department will also provide SRSS Programme-specific 
training as detailed in paragraphs 33.15 to 33.22. 

SRSS Provider Responsibilities 

28.2 The SRSS Provider must manage and administer delivery of the Services as part of the SRSS 
Programme, including: 

28.2.1 meeting contractual obligations; 

28.2.2 management and maintenance of facilities and equipment for which it is 
responsible under the Contract; 

28.2.3 human resource management of its Personnel; 

28.2.4 training of its Personnel; 

28.2.5 contract management and programme implementation, planning and delivery; 

28.2.6 preparing and compliance with all applicable operational and procedural manuals 
in accordance with the Contract; 

28.2.7 its risk management; 

28.2.8 its records management; 

28.2.9 its financial management;  

28.2.10 compliance with information technology requirements including as detailed in the 
Contract; 

28.2.11 continuous improvement, quality assurance and performance reporting as detailed 
in the Contract; and 

28.2.12 stakeholder collaboration and engagement including as required by the Contract. 

Facilities and Equipment 

28.3 The SRSS Provider must ensure it has offices that are readily accessible for SRSS Recipients 
in each metropolitan and regional centre in which they operate.  These offices must be 
accessible by public transport and must include areas where SRSS Recipients can discuss 
issues of a personal or sensitive nature confidentially. 
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28.4 The SRSS Provider must ensure any premises used to deliver orientation Services has 
bathroom facilities, is suitable to the size of the group, and is easily accessible for public 
transport. 

28.5 All premises must comply with local building codes, and applicable workplace health and 
safety Laws, and facilitate access to people with disabilities. 

28.6 The SRSS Provider must provide and maintain all items necessary, and incidental, to the 
delivery of the Services.  This includes, but is not limited to computing systems, software, 
printers, faxes, furniture and vehicles. 

Assets and Property Management: 

28.7 The SRSS Provider must develop an Assets and Property Register, incorporating Intellectual 
Property, tangible and intangible Assets, and submit this to the Department at the end of the 
Contract Transition In Period.  The SRSS Provider must maintain and update the Assets and 
Property Register to ensure that it is accurate and up-to-date at all times.  An updated Asset 
and Property Register must be submitted to the Department every six months on 
30 September and 30 March throughout the Term.   

28.8 In the Assets and Property Register, the SRSS Provider must separately identify all 
Intellectual Property incorporated in or related to the Services. 

28.9 Commonwealth Assets may be made available to the SRSS Provider during the Contract 
Transition In Period from either the Department or from Other Providers as determined by the 
Department.  Commonwealth Assets under the care, custody and control of the SRSS 
Provider to assist in programme delivery remain the property of the Commonwealth. 

28.10 The SRSS Provider must maintain (as part of the Assets and Property Register), for any 
Commonwealth Assets provided or made available to it: 

28.10.1 a register of all items that are both portable and valued at $500 or more; and 

28.10.2 a register of all items valued at $2000 or more. 

28.11 The SRSS Provider must also maintain a record of all real property leased or owned by the 
SRSS Provider and used for the purposes of accommodating SRSS Recipients. 

29. COMMUNICATION WITH SRSS RECIPIENTS 

29.1 The SRSS Provider must establish arrangements to use and pay for NAATI accredited 
interpreters and translators when their use is appropriate to the importance or sensitivity of the 
communication.  

29.2 Without limiting paragraph 29.1, the SRSS Provider must use a professional interpreter with 
NAATI accreditation (Level 3 or above) when assisting SRSS Recipients to access legal or 
medical services, or where there is a particular need for the SRSS Recipient’s confidentiality.  
Alternative arrangements, such as non-accredited interpreting services, are only acceptable 
where the SRSS Provider has exhausted all options for a professional interpreting service with 
NAATI accreditation. 
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29.3 The SRSS Provider must ensure there are processes in place to ensure all essential written 
communication is translated into a language understood by the SRSS Recipient, including any 
legal documentation such as SRSS Recipient declarations, emergency information, how to 
contact emergency services and information on household safety.  The SRSS Provider must 
also ensure there are processes to identify and address the needs of illiterate and pre-literate 
SRSS Recipients, to ensure they understand the information that is being provided to them. 

29.4 As SRSS Recipients are neither citizens nor permanent residents they are not eligible to 
access fee-free services under the Department’s Translating and Interpreting Service (TIS).  
SRSS Providers may make arrangements to use these services on a commercial basis and will 
be responsible for the cost of doing so. 

29.5 The operations manual must include practices, guidelines and procedures for both written and 
oral communication with SRSS Recipients. 

Stakeholder and SRSS Recipient complaints and grievances 

29.6 The SRSS Provider must develop a policy for dealing with stakeholder and SRSS Recipient 
complaints and grievances.  The policy must include: 

29.6.1 a mechanism for promoting the SRSS Provider’s complaints management process 
to all SRSS Recipients in languages understood by SRSS Recipients; 

29.6.2 a mechanism for addressing complaints that are raised and for communicating the 
response to the complainant; 

29.6.3 clear guidance to SRSS Recipients on how they can escalate matters to the 
Department should any matter not be dealt with to the SRSS Recipient’s 
satisfaction; 

29.6.4 information about the Department’s Global Feedback Unit; and 

29.6.5 an outline of how all information identified in the paragraphs above is 
communicated to SRSS Recipients. 

29.7 The operations manual must include practices, guidelines and procedures for managing and 
responding to stakeholder and SRSS Recipient complaints and grievances. 

24 Hour Contact 

29.8 The SRSS Provider must establish processes for providing all SRSS Recipients with a 24-
hour SRSS Provider emergency telephone contact number.  SRSS Recipients must be 
informed of when and how to use the contact number. 

29.9 The SRSS Provider must also provide a 24-hour on-call SRSS Provider telephone contact 
number for the Department to use in case of emergency or other high-priority issues or events. 

29.10 The operations manual must include practices, guidelines and procedures for 24-hour 
emergency contacts for both SRSS Recipients and the Department. 
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30. INCIDENT MANAGEMENT AND REPORTING 

30.1 The SRSS Provider must ensure the safety of SRSS Recipients, staff and other people present 
in the workplace, including in a manner that is consistent with the requirements of the Work 
Health and Safety Act 2011 (Cth) and relevant State/Territory legislation. 

30.2 As part of the operations manual, the SRSS Provider must develop workplace health and 
safety Incident management and reporting policies and procedures consistent with the Work 
Health and Safety Act 2011 (Cth) and relevant State/Territory legislation.  These policies and 
procedures must detail the strategies that will be adopted to prevent Incidents from occurring, 
and for responding to Incidents when they do occur. 

30.3 If Incidents do occur, the SRSS Provider must ensure its Personnel, including Subcontractor 
Personnel, report Incidents in a manner that meets the timeframes set out in the Contract or as 
otherwise required by the Department.  The SRSS Provider must also report Incidents to other 
Commonwealth, State and Territory agencies to the extent required by legislation, this 
Contract or as requested by the Department. 

Band 1 

The SRSS Provider must provide regular, as needed or as requested, reports to the 
Department, the Detention Service Provider and relevant Other Providers on SRSS Recipient 
welfare issues.  Where an Incident is submitted to the Department, the SRSS Provider must 
notify the Detention Service Provider immediately to ensure they are aware of the Incident 
and are able to manage it appropriately.  

Timeframes Band 1:  

30.4 Critical Incidents: 

30.4.1 The SRSS Provider must report Critical Incidents to the Department by telephone 
immediately (within 30 minutes of the SRSS Provider becoming aware of the 
Incident).  The SRSS Provider must follow with an email report to the 
Department and the Detention Service Provider within four hours.  

30.5 Major Incidents: 

30.5.1 The SRSS Provider must report Major Incidents to the Department and the 
Detention Service Provider by telephone immediately (within one hour of the 
SRSS Provider becoming aware of the Incident).  The SRSS Provider must 
submit a written report within six hours. 

30.6 Minor Incidents: 

30.6.1 The SRSS Provider must report Minor Incidents by written report within 24 hours 
to the Detention Service Provider. 

30.7 Indicators: 

30.7.1 The SRSS Provider must raise with the Department and the Detention Service 
Provider all concerns that may not as yet be considered an Incident in accordance 
with the Incident reporting protocol provided by the Department. 
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Timeframes Bands 2 to 6: 

30.8 Critical Incidents: 

30.8.1 The SRSS Provider must report Critical Incidents to the Department by telephone 
immediately (within 30 minutes of the SRSS Provider becoming aware of the 
Incident). The SRSS Provider must follow with an email report to the Department 
within one hour for Critical Incidents relating to the death of an SRSS Recipient.  
For all other Critical Incidents, the SRSS Provider must submit a written report 
within one Business Day. 

30.9 Major Incidents: 

30.9.1 The SRSS Provider must report Major Incidents to the Department by telephone 
immediately (within one hour of the SRSS Provider becoming aware of the 
Incident).  The SRSS Provider must submit a written report within two Business 
Days. 

30.10 Minor Incidents: 

30.10.1 For Bands 2 and 3, the SRSS Provider must report Minor Incidents to the 
Department by telephone within two hours of the SRSS Provider becoming aware 
of the Incident where there is attendance of State or Territory emergency services.  
For Bands 2 and 3, all other Minor Incidents must be reported to the Department 
by telephone at the earliest opportunity within business hours.  For Bands 2-6, the 
SRSS Provider must submit a written report within three Business Days. 

30.11 Indicators: 

30.11.1 The SRSS Provider must raise with the Department all concerns that may not as 
yet be considered an Incident in accordance with the SRSS Operational 
Procedures Manual. 

Follow up: 

30.12 After an Incident, the Department may request SRSS Provider Personnel, including relevant 
Subcontractor Personnel, to participate in a Case conference with the Department to discuss 
the Incident and agree on appropriate actions.  The SRSS Provider must comply with any 
such requests. 

Minors: 

30.13 The SRSS Provider must ensure all Personnel (including Subcontractor Personnel) and 
Custodians are aware of and comply with their responsibilities for Incident Reporting as 
Custodians under the Immigration (Guardianship of Children) Regulations 2001 (IGOC).  
These are outlined in the SRSS Operational Procedures Manual and the Department's Incident 
reporting protocols. 

30.14 Where the SRSS Provider has accepted Custodianship, failure to comply with the IGOC 
Regulations and to comply with responsibilities for report of Incidents is a criminal offence 
and will incur a penalty (fine).  

30.15 Failure by an SRSS Provider to meet any of the Incident reporting requirements of this 
Contract or reporting requirements arising from other relevant Commonwealth, State or 
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Territory child welfare Laws may result in the Department reconsidering the SRSS Provider’s 
suitability as Custodian of IGOC Minors and lead to a reduction in Services or action being 
taken for breach of the Contract. 

31. RECORDS MANAGEMENT 

31.1 The SRSS Provider must develop processes for records management.  

31.2 Without limiting or reducing the SRSS Provider’s obligations under the Contract, the SRSS 
Provider must: 

31.2.1 create, maintain, store securely and transfer records as requested to the 
Department in accordance with the Archives Act 1983 (Cth) and the Australian 
and International standard for records management, AS ISO 15489; 

31.2.2 ensure SRSS Recipient privacy is maintained in accordance with the Privacy Act 
1988 and the Australian Privacy Principles; 

31.2.3 produce timely, accurate and comprehensive records of all Services; 

31.2.4 transfer the custody of any hard or soft copy records to the Department within 
agreed timeframes acceptable to the Department; 

31.2.5 ensure records are safeguarded from unauthorised access or use; 

31.2.6 ensure all electronic records have been effectively backed up on a daily basis; and 

31.2.7 ensure that no data, record or report is inappropriately accessed, removed, lost or 
misplaced. 

31.3 In the creation of records, the SRSS Provider must: 

31.3.1 create and maintain an accurate and comprehensive record for each SRSS 
Recipient, including recording all action taken to deliver Services; 

31.3.2 reflect best practice record management practices; and 

31.3.3 ensure all Personnel, including Subcontractor Personnel, are familiar with the 
records management requirements and adhere to all processes, particularly 
regarding the collection and protection of Personal Information. 

31.4 The SRSS Provider must comply with any Commonwealth and Royal Commission record 
management requirements Notified to it, including record disposal freezes. 

31.5 The operations manual must include practices, guidelines and processes for records 
management and the treatment of Personal Information and Confidential Information. 

32. INFORMATION TECHNOLOGY REQUIREMENTS 

32.1 The SRSS Provider must have an information technology (IT) environment that meets the 
minimum IT requirements set by the Department.  Meeting these requirements will ensure 
departmental and SRSS Provider systems are compatible and the SRSS Provider is able to 
comply with the Department’s IT security protocols. 
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32.2 The operations manual must include practices, guidelines and processes for IT security which 
are consistent with the Contract. 

IT Policies: 

32.3 The SRSS Provider must develop and maintain appropriate SRSS IT policies and procedures 
for appropriate information management in accordance with the Protective Security Policy 
Framework and the Contract and demonstrate compliance with policy and handling 
requirements as required by the Contract. 

32.4 The SRSS Provider must engage an appropriately certified independent auditor to complete 
an annual IT security audit, and provide audit reports and compliance statements to the 
Department.  The SRSS Provider must bear all costs of the independent auditor.  The annual 
IT security audit is to be undertaken by an individual or company that has current IT audit 
certification in a security discipline.  Examples of appropriate certifications are: 

32.4.1 Certified Information Systems Auditor (CISA) - 
http://www.isaca.org/Certification/CISA-Certified-Information-Systems-
Auditor/Pages/default.aspx ;  

32.4.2 Information Security Registered Assessors Program (IRAP) - 
http://www.asd.gov.au/infosec/irap.htm ; 

32.4.3 ISO 27001 Lead Auditor - 
http://en.wikipedia.org/wiki/ISO/IEC_27001_Lead_Auditor ; or 

32.4.4 An equivalent IT audit certification. 

32.5 The department may assist SRSS Providers in the review of the suitability of the proposed 
auditor. 

32.6 For a list of possible audit companies, SRSS Providers could use the IRAP listing or go to the 
Austender site and select the standing offer notices 
(https://www.tenders.gov.au/?event=public.SON.search ) this will provide with a list of 
registered companies that provide IT services to government and therefore are familiar with 
government requirements. The department is not prescriptive as to which auditors should be 
used, and SRSS Providers can utilise any individual or company as long as they are 
independent and have current certification. 

32.7 The SRSS Provider must provide the Department with its SRSS IT policies and procedures 
for review in accordance with the following schedule: 

32.7.1 a draft within 20 Business Days of the Commencement Date for review; 

32.7.2 an updated version, if requested by the Department, as agreed between the 
Department and the SRSS Provider, and incorporating any changes requested by 
the Department; and 

32.7.3 an update annually on the anniversary of the Commencement Date (and revisions 
to the update if required by the Department). 

32.8 The SRSS IT policies and procedures must include: 
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32.8.1 a description of the SRSS Provider's IT policies, procedures and business 
processes to enable the Services to be provided in an efficient, secure and 
accountable manner in accordance with the Contract; 

32.8.2 a description of the SRSS Provider's IT security arrangements; 

32.8.3 a description of the SRSS Provider's Mobile Computing Policy if Mobile 
Computing Devices are used for the provision of the Services; 

32.8.4 a description of the SRSS Provider’s policies, protocols and safeguards for 
external storage devices; 

32.8.5 a description of the physical and internet protocol addresses of all locations where 
the Department’s systems will be accessed; 

32.8.6 the SRSS Provider's IT disaster recovery plan and business continuity 
arrangements; 

32.8.7 a description of the SRSS Provider's user access management; 

32.8.8 a description of the SRSS Provider's password management; 

32.8.9 a description of the SRSS Provider's process for handling data privacy, based on 
the Privacy Act and Australian Privacy Principles; 

32.8.10 a description of the SRSS Provider's IT Incident management and reporting; 

32.8.11 any locations from which the SRSS Provider's Personnel will be accessing 
departmental systems and information; and 

32.8.12 any static internet protocol (IP) addresses from which they will connect to the 
Department’s systems (to a limit of five). 

32.9 The SRSS Provider's IT policies and procedures must be developed in accordance with the IT 
Policies and any other security requirements provided by the Department. 

32.10 Where available, the SRSS Provider must use departmental systems, such as the Compliance, 
Case Management, Detention and Settlement (CCMDS) portal, as stipulated in the SRSS 
Operational Procedures Manual.  The SRSS Provider must ensure that its IT system can 
support the Siebel-based CCMDS system and is able to integrate new systems as and when 
requested by the Department. 

32.11 The SRSS Provider must use software compatible with the Microsoft Office Suite for general 
administrative purposes. 

32.12 The SRSS Provider’s IT helpdesk or nominated contact must be a single point of contact for 
all departmental IT system support issues.  SRSS Provider Personnel must not contact the 
Department’s IT Support directly, except via the nominated contact or the nominated back-up. 

IT Security Controls: 

32.13 The SRSS Provider must ensure that it complies with, and be able to demonstrate to the 
Department's satisfaction how the SRSS Provider and all its Personnel will satisfy: 
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32.13.1 the Department’s current ICT Security Instructions; 

32.13.2 the Department’s current Protective Security Instructions; 

32.13.3 the Department’s current Security Framework; and 

32.13.4 the Privacy Act and the Australian Privacy Principles. 

32.14 The SRSS Provider must not utilise offshore data storage services to store any departmental 
material or data. 

32.15 The SRSS Provider must comply with any Department-issued directives relating to security 
controls, security policies or procedures within a timeframe acceptable to the Department, 
depending on the criticality of the directive. 

32.16 In the case of a security breach, the SRSS Provider must cooperate with departmental security 
audits or investigations, and facilitate access by auditors and investigators to the SRSS 
Provider’s environment and other functions as requested. 

Training: 

32.17 The Department will provide training in the use of departmental IT systems.  

32.18 The SRSS Provider is responsible for ensuring all Personnel that access departmental IT 
systems have received relevant training in the use of those systems, the Department’s ICT 
Security Instructions, the Department’s Protective Security Instructions, and the Department’s 
Security Framework. 

32.19 The Department may restrict or deny access to its IT systems by any SRSS Provider 
Personnel, including Subcontractor Personnel. 

Data Retention: 

32.20 SRSS Provider must retain records associated with the provision of the Services for the period 
required by the Contract.  At expiry or termination of the Contract the SRSS Provider must, if 
required by the Department, transfer all records to the Department and destroy all copies it 
retains. 

IT Infrastructure: 

32.21 The SRSS Provider must meet its all costs of maintaining and operating its IT system and 
including the cost of the following: 

32.21.1 internet service provider charges; 

32.21.2 procurement and installation of any IT equipment (hardware and software) 
required; and 

32.21.3 software and hardware updates or maintenance required for all IT equipment, and 
any  other costs in complying with technology or security requirements under the 
Contract. 
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33. HUMAN RESOURCES 

33.1 The SRSS Provider must: 

33.1.1 recruit, train and roster Personnel with appropriate skills and qualifications to 
perform and deliver the Services; 

33.1.2 ensure that at all times there are adequate numbers of Personnel to perform and 
deliver the Services; 

33.1.3 ensure Personnel have been vetted appropriately and undergone and obtained all 
relevant National Police Checks in accordance with the Contract; 

33.1.4 ensure Personnel who work with SRSS Recipients in any capacity comply with 
applicable State and Territory child protection legislation, including undertaking 
necessary working with children or working with vulnerable people checks; 

33.1.5 provide counselling support to Personnel where appropriate (such as the 
Employee Assistance Programme); 

33.1.6 clearly define roles, responsibilities and duties for each Personnel; 

33.1.7 ensure Personnel are aware of the Principles and Objective of the SRSS 
Programme and the SRSS Provider's Obligations under this Contract; 

33.1.8 ensure all Personnel have access to, understand and comply with the 
Department’s SRSS Operational Procedures Manual and the SRSS Provider’s 
operations manual; and 

33.1.9 ensure all Personnel are aware of their Duty of Care obligations. 

33.2 All Carers should hold a current first aid certificate.  

Core Personnel Levels: 

33.3 The SRSS Provider must ensure it has adequate levels of Personnel to perform and deliver the 
Services required in accordance with the Contract.  The SRSS Provider should consider the 
number and mix, including gender, of Personnel available at all times. 

33.4 The number of Personnel necessary to perform the Services will vary.  The number of 
Personnel is dependent on the number of SRSS Recipients referred to the SRSS Provider, 
their Band and their level of need. Accordingly, the SRSS Provider must have the capacity to 
be flexible and increase or decrease Personnel to meet SRSS Programme requirements, while 
minimising the cost associated with such flexibility and scalability. 

33.5 When a need to adjust the number of Personnel is identified, the Department will consult with 
the SRSS Provider about the method and timeframe for implementing the adjustment.  If the 
Department requests the SRSS Provider to change the level or ratio of Personnel, the SRSS 
Provider must action the change within the timeframes prescribed by the Department. 

Behaviour of Personnel: 

33.6 Personnel must conduct themselves in a courteous manner at all times when dealing with 
SRSS Recipients, members of the public, the Department, and Other Providers. 
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33.7 The SRSS Provider must ensure its Personnel are aware of, and comply with, the Australian 
Public Service (APS) Code of Conduct at all times.  

33.8 The SRSS Provider must provide training to its Personnel to ensure that they are aware of 
their responsibility to maintain professional boundaries and standards. 

Police and Security Clearances: 

33.9 The SRSS Provider must ensure all Personnel who perform Services undergo a National 
Police Check before they commence duties.  The SRSS Provider must ensure that a condition 
of employment is that all Personnel who perform the Services must Notify the SRSS Provider 
of any relevant police matters that arise during their employment in the SRSS Programme. 

33.10 If a National Police Check has not been received before a proposed Personnel is ready to 
commence duty, the Department may provide approval on a case-by-case basis for that 
Personnel to commence work prior to obtaining clearance.  The SRSS Provider must obtain 
the Department’s approval before the relevant Personnel commences duty.  Where approved, 
the SRSS Provider must provide ongoing status updates on the National Police Check until 
such time as the check is complete. 

33.11 The Department may refuse to allow Services to be provided by Personnel whom the 
Department considers to be unsuitable on the basis of the outcome of the National Police 
Check.  The SRSS Provider must comply with such a refusal. 

33.12 The SRSS Provider must refer any offences or issues identified in the National Police Check 
to the Department and must comply with the Department's decision on whether the affected 
Personnel will be approved to perform the Services. 

33.13 The SRSS Provider is responsible for the costs associated with obtaining National Police 
Checks. 

Training: 

33.14 The SRSS Provider will ensure all Personnel have been provided appropriate training and 
ongoing workplace support to deliver the SRSS Programme as detailed in paragraphs 32.14 to 
32.18. 

Department-Sponsored Training: 

33.15 Beyond the Contract Transition In Period, the Department may provide refresher training for 
SRSS Provider training staff and supervisors who are responsible for the provision of training 
or on-the-job training.  The content and method of delivery of this training will be determined 
by the Department.  The purpose of the refresher training is to ensure that the SRSS Provider 
receives the latest information relating to relevant SRSS Programme, legislation, policy, 
procedures and IT systems updates. 

33.16 Any Department facilitator-led training provided will be delivered at the Department’s 
regional office or other locations nominated by the Department, at the discretion of the 
Department. The delivery method of any information or communications will be at the 
discretion of the Department.  

33.17 The number of places for training will be determined by the Department and the SRSS 
Provider must make key Personnel available.  The SRSS Provider will be responsible for the 
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arrangement, organisation and cost of all travel, accommodation and meals for SRSS Provider 
Personnel, including Subcontractor Personnel attending Department-sponsored training. 

33.18 The SRSS Provider will be responsible for ensuring that nominated SRSS Provider Personnel, 
including Subcontractor Personnel, attend Department-sponsored training.  

33.19 Where the nominated SRSS Provider Personnel, including Subcontractor Personnel, are 
unable to attend training, the SRSS Provider must nominate an appropriate alternative 
attendee. 

Training Content: 

33.20 Training delivered by the Department will be SRSS Programme-specific training on the SRSS 
objective and principles and the SRSS Operational Procedures Manual, with  a focus on: 

33.20.1 Accommodation Services; 

33.20.2 Case Coordination Services; and  

33.20.3 Performance Requirements.   

33.21 The Department may also deliver training on specific departmental IT systems, such as the 
Compliance, Case Management Detention and Settlement (CCMDS) Portal.  It will not cover 
training for more generic systems, such as the Microsoft Office Suite. 

33.22 The Department may also provide the SRSS Provider access to Department-sponsored 
training material to facilitate SRSS Provider-sponsored training.   

SRSS Provider-Sponsored Training: 

33.23 The SRSS Provider will be responsible for all training, other than the training provided by the 
Department.  Any changes, modification or updates made by the SRSS Provider to the 
training materials provided by the Department will be the responsibility of the SRSS 
Provider.  It is the responsibility of the SRSS Provider to ensure all SRSS Provider training is 
updated to align with the requirements for Services specified in the Contract. 

33.24 Where the SRSS Provider retains the services of a third-party training organisation or 
outsources the training responsibilities, the SRSS Provider will be responsible for the training 
of the third-party training organisations or outsourced organisations.  

33.25 At the discretion of the Department, third-party training organisations or outsourced 
organisations may be allowed to attend departmental training during the Contract Transition 
In Period and the refresher training. 

Costs: 

33.26 All costs associated with the training of SRSS Provider Personnel, including Subcontractor 
Personnel, will be the responsibility of the SRSS Provider.  This includes the cost of attending 
any training provided by the Department. 

33.27 All coordination and administration associated with the training of SRSS Provider Personnel, 
including Subcontractor Personnel, will be the responsibility of the SRSS Provider.  This 
includes attendance at any training provided by the Department. 
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Subcontractors:   

33.28 The SRSS Provider is responsible for ensuring SRSS Subcontractor Personnel have the same 
levels of qualifications, receive the same training and undergo the same vetting as their own 
Personnel.   

33.29 The SRSS Provider must ensure Subcontractors comply with any departmental quality 
assurance programme, including both financial and service delivery quality assurance 
activities.  

34. CONTRACT MANAGEMENT AND PROGRAMME IMPLEMENTATION, 
PLANNING AND DELIVERY 

34.1 Without limiting anything else in the Contract, the SRSS Provider and any Subcontractors 
must develop, maintain and comply with the following plans and documents:   

34.1.1 Contract Transition In Plan; 

34.1.2 Risk Management Plan; 

34.1.3 fraud control plan; 

34.1.4 work health safety plan; 

34.1.5 child protection plan; 

34.1.6 human resources plan; 

34.1.7 operations manual; 

34.1.8 information technology (IT) policies; 

34.1.9 Business Continuity Plan; 

34.1.10 Assets and Property Register; 

34.1.11 quality assurance plan; 

34.1.12 continuous improvement plan; and 

34.1.13 Contract Transition Out Plan. 

34.2 The SRSS Provider must also submit the documents listed at 34.1 and other ad hoc reports 
and plans as requested by the Department within the timeframes determined by the 
Department, in consultation with the SRSS Provider, throughout the Term. In particular, the 
SRSS Provider must: 

34.2.1 Submit the Contract Transition In Plan within 10 Business Days of Contract 
Commencement; 

34.2.2 Submit an outline of the documents listed at 34.1.2 to 34.1.13, covering priority 
subjects, within 20 Business Days of the Commencement Date, or within a 
timeframe stipulated in the Contract Transition In Plan and agreed to by the 
Department; 
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34.2.3 Submit full versions of the documents listed at 34.1.2 to 34.1.13 within 40 
Business Days of the Commencement Date, or within a timeframe stipulated in 
the Contract Transition In Plan and agreed to by the Department; 

34.2.4 Submit full versions of the documents listed 34.1.2 to 34.1.13 annually by the 
anniversary of the Commencement Date; 

34.2.5 Submit the Contract Transition Out Plan within 10 Business Days of receiving a 
Termination Notice from the Department or three months before the contract 
expires; 

34.2.6 Make amendments to any document listed at 34.1 as instructed by the 
Department; 

34.3 The provision of reports, plans and documents does not automatically mean they have 
received departmental approval.  The SRSS Provider must assume full responsibility for the 
implementation and maintenance of all plans and documents listed at paragraph 34.1 above. 

34.4 The SRSS Provider must use departmental templates where requested by the Department in 
the preparation of the plans and documents described in paragraph 34.1 above. 

34.5 The SRSS Provider must provide the Services in accordance with, and otherwise comply 
with, the plans and documents referred to in paragraph 34.1 above (as approved by the 
Department where applicable). 

Contract Transition In: 

34.6 The Contract Transition In Period starts on the Commencement Date.  The Contract 
Transition In Period should not exceed five (5) calendar months.  The SRSS Provider must 
nominate a dedicated transition manager to act as the first point of contact for the Department.  
The transition manager must ensure all transition in activities are completed in accordance 
with the approved Contract Transition In Plan. 

34.6.1 The SRSS Provider must include in its Contract Transition In Plan proposed 
milestones that it will achieve in each month of the Transition In Period. SRSS 
Providers must make any amendments to the Contract Transition In Plan 
requested by the Department, including in relation to the milestones. SRSS 
Providers will also be required to report on its progress on activities and 
milestones detailed in the Contract Transition In Plan on a monthly basis or as 
otherwise requested by the Department. 

 

34.7 The Department will provide an Contract Transition In Plan template that must be used by the 
SRSS Provider. 

Risk Management: 

34.8 The SRSS Provider must develop and maintain a Risk Management Plan for the duration of 
the Contract.  The Risk Management Plan must align with the AS/NZ ISO 31000:2009 
standards.   
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Fraud Control: 

34.9 The SRSS Provider must develop and submit to the Department a Fraud Control Plan that is 
consistent, where appropriate, with the Commonwealth Fraud Control Guidelines.  The Fraud 
Control Plan must ensure any specific risks unique to the SRSS Programme are addressed in 
the plan.  

34.10 The Fraud Control Plan must be reviewed and updated on a regular basis.  A copy of the 
updated version of the Fraud Control Plan must be provided to the Department immediately 
following every update. 

Work Health Safety: 

34.11 The SRSS Provider must develop and maintain a Work Health Safety Plan.  The SRSS 
Provider must submit to the Department, for review, a draft Work Health and Safety Plan 
within 20 Business Days from the Commencement Date.  The Work Health Safety Plan must 
be re-submitted to the Department immediately following any update. 

34.12 The Work Health Safety Plan must describe how the SRSS Provider will comply with its 
work health and safety obligations under the Contract and applicable State/Territory and 
Commonwealth legislation (including the Work Health and Safety Act 2011 (Cth)).  It must 
identify, prevent and manage the risk of work place health and safety issues (including for 
SRSS Provider Personnel, Subcontractor Personnel, and SRSS Recipients) in delivering the 
SRSS Programme, and it must be consistent with AS/NZS 4801:2001 Occupational Health 
and Safety Management System. 

Child Protection Plan: 

34.13 The SRSS Provider must develop and maintain a child protection plan for the Term.   

34.14 The child protection plan must outline the approach the SRSS Provider will follow to promote 
child safety in their organisation.  It must include the following: 

34.14.1 the SRSS Provider’s commitment to protect children and who the child protection 
plan is applicable to; 

34.14.2 how the SRSS Provider intends to take a preventative approach to child safety – 
for example, through: their recruitment and selection processes, supervision and 
professional development of staff, Code(s) of Conduct, and training staff and 
volunteers to recognise signs of risk and potential risk; 

34.14.3 child protection reporting processes, including how they will ensure staff 
understand their reporting requirements; 

34.14.4 how the SRSS Provider intends to ensure that children and adults in their care 
know what is considered acceptable behaviour and who to talk to if they have any 
concerns; and 

34.14.5 information on how the SRSS Provider will respond to Incidents of child harm, 
including how they will support children who have been harmed, complaint and 
disciplinary procedures and steps to reduce or remove risk of future harm.  
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Human Resources Plan: 

34.15 The SRSS Provider must develop and submit to the Department for review a human resources 
plan.  

34.16 The human resources plan must be re-submitted to the Department immediately following any 
update. 

34.17 The SRSS Provider must comply with the human resources plan and regularly review and 
update the human resources plan, where required, throughout the Term.  Where the 
Department identifies a need, the SRSS Provider must submit an updated human resources 
plan within a timeframe acceptable to the Department.  Timeframes will vary depending on 
the circumstances that predicated the requirement for an update. 

34.18 The human resources plan must: 

34.18.1 comply with the requirements of this Contract; 

34.18.2 describe the SRSS Provider’s recruitment strategy and how it will ensure it has 
sufficient Personnel with appropriate skills to deliver the required Services; 

34.18.3 describe how the SRSS Provider will ensure Personnel are vetted prior to 
employment; 

34.18.4 explain the SRSS Provider’s training strategy, including requirements for training 
from the Department; and 

34.18.5 identify specific positions nominated to deliver specific services and specify the 
minimum standard of qualification or experience required for those positions. 

SRSS Operational Procedures Manual: 

34.19 The Department will develop the SRSS Operational Procedures Manual, and other 
instructions, to provide guidance and outline the procedures required to implement the SRSS 
Programme. 

34.20 The SRSS Provider must comply with the SRSS Operational Procedures Manual and related 
instructions including amendments. 

Operations Manual: 

34.21 The SRSS Provider must develop an operations manual that describes the operational 
practices, guidelines and procedures the SRSS Provider will follow to deliver the Services 
and SRSS Programme in accordance with the Contract, this Schedule of Services, the SRSS 
Operational Procedures Manual and other instructions issued by the Department. 

34.22 The SRSS Provider must submit to the Department for review, in accordance with Clause 
34.2.  

34.23 The operations manual must be consistent with relevant industry best practice. 

34.24 The operations manual must include practices, guidelines and procedures for: 
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34.24.1 decision-making and communication protocols, with particular reference to 
collaboration with the Department, Other Providers, and Subcontractors and 
consortia partners where relevant; 

34.24.2 communication with SRSS Recipients, including the use of translating and 
interpreting services; 

34.24.3 managing and responding to stakeholder and SRSS Recipient complaints and 
grievances; 

34.24.4 24-hour emergency contacts for both SRSS Recipients and the Department; 

34.24.5 Critical Incidents and other Incidents handling, recording and reporting; 

34.24.6 records management and the treatment of Personal Information and Confidential 
Information in accordance with the Contract;  

34.24.7 workplace health and safety and training; 

34.24.8 invoicing and financial approvals processes; 

34.24.9 ensuring compliance with relevant State and Territory child protection legislation; 

34.24.10 qualitative and quantitative reporting requirements;  

34.24.11 continuous improvement processes; and 

34.24.12 all other processes used in delivering the Services and comply with the Contract. 

34.25 The SRSS Provider must: 

34.25.1 address any comments by the Department in relation to the draft operations 
manual; 

34.25.2 comply with the Operations Manual; and 

34.25.3 update and maintain the operations manual throughout the Term as necessary to 
ensure it remains appropriate, current and consistent with the Contract. 

34.26 The completeness, suitability and effectiveness of the operations manual, and adherence to it, 
must be a focus of the SRSS Provider’s quality assurance programme and continuous 
improvement activities.   

34.27 Where appropriate, the SRSS Provider must amend the operations manual to take into account 
any recommendations made by the Department’s quality assurance programme or other 
representatives’ reviews and audits. 

Business Continuity: 

34.28 The SRSS Provider must develop and submit to the Department a Business Continuity Plan.   

34.29 The Business Continuity Plan must be re-submitted to the Department immediately following 
any update.. 
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34.30 The SRSS Provider must comply with the Business Continuity Plan and review and update 
the plan, where required, throughout the Term.  Where the Department, in consultation with 
the SRSS Provider, identifies an issue or event, the SRSS Provider must submit an updated 
Business Continuity Plan within a timeframe acceptable to the Department.  Timeframes will 
vary depending on the nature of the issue or event. 

34.31 The Business Continuity Plan must describe the SRSS Provider's strategies and actions to 
ensure continuity of key Services and availability of key Personnel when normal operations 
are disrupted or circumstances exist that may threaten the operation of the Services, including 
ensuring the safety, security and wellbeing of SRSS Recipients and SRSS Provider Personnel.  
The Business Continuity Plan must also describe provisions for continuity of IT access off-
site when the SRSS Provider’s site is disrupted.  The SRSS Provider must test the Business 
Continuity Plan annually. 

34.32 The Business Continuity Plan must align with recognised standards for business continuity. 

34.33 The Business Continuity Plan must: 

34.33.1 include descriptions of likelihood and consequences;  

34.33.2 outline appropriate mitigation strategies;  

34.33.3 outline how business continuity issues will be reported internally and to the 
Department; and  

34.33.4 describe the thresholds for escalation and management of business continuity 
issues. 

Quality Assurance: 

34.34 The SRSS Provider must develop a quality assurance plan. The SRSS Provider must comply 
with the quality assurance plan.     

34.35 The quality assurance plan must describe how the SRSS Provider will systematically monitor 
processes to ensure consistency in service delivery and to feed into continuous improvement.  
At a minimum, the quality assurance plan must cover: 

34.35.1 incident reporting processes and timeframes; 

34.35.2 SRSS Recipient Case Plans; 

34.35.3 transition and exit processes and timeframes; 

34.35.4 qualification and security checks for SRSS Provider Personnel; 

34.35.5 insurances;  

34.35.6 records management;  

34.35.7 invoicing and financial management; and 

34.35.8 information technology policies and processes. 
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Continuous Improvement: 

34.36 The SRSS Provider must develop, submit and comply with its continuous improvement plan.   

34.37 The continuous improvement plan must include detailed phased benchmarks addressing the 
SRSS Programme Principles and the Department’s SRSS objective, goals and critical success 
factors.  The continuous improvement plan must align with recognised standards for Quality 
Management. It must also: 

34.37.1 identify improvements for the SRSS Provider's processes and procedures set out 
in the SRSS Provider's operations manual, and how and when the improvements 
will be achieved; 

34.37.2 prioritise potential changes in SRSS Provider service delivery processes and 
procedures; 

34.37.3 include measures for continuous improvement; 

34.37.4 implement enhancements to achieve better service outcomes; 

34.37.5 report on progress of agreed enhancements; 

34.37.6 facilitate end-to-end Quality Management to minimise adverse impacts on 
business delivery and SRSS Recipients; and 

34.37.7 outline processes for SRSS Recipient feedback. 

Contract Transition Out: 

34.38 The SRSS Provider must submit, for approval of the Department, a Contractor Transition Out 
Plan at the end of the Contract Transition In Period using the template at Annex 2. 

34.39 The SRSS Provider must submit an updated Contractor Transition Out Plan annually and 
within 10 Business Days of receiving a Notice of Termination from the Department or the 
date three months before the Contract is due to expire. 

34.40 The Contractor Transition Out Plan must describe how the SRSS Provider will effectively and 
efficiently disengage from the Services on expiry or termination of the Contract including: 

34.40.1 all relevant actions and requirements, including timeframes for such actions and 
requirements; and 

34.40.2 how it will facilitate a hand over to the Department or the Department's nominee 
(including to an Other Provider or any other arrangement); and 

34.40.3 how it will ensure it has sufficient ongoing resources to effectively transition out. 

34.41 The Contractor Transition Out Plan must describe how the SRSS Provider will work with the 
Department and Other Service Providers to ensure the continuity of care to SRSS Recipients 
where there is a handover of the Services. 
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35. PERFORMANCE MANAGEMENT AND GOVERNANCE 

Performance Management: 

35.1 Throughout the Term, the Department will monitor and evaluate the SRSS Provider’s 
performance against the Performance Measures.  The Performance Measure aim to measure 
the critical success factors for the SRSS Programme.  The Performance Measures include 
both qualitative and quantitative measures.  

35.2 The objective of performance management is to ensure that the Services meet or exceed the 
Contract requirements.  The supporting objective is to accurately measure key aspects of the 
Services: 

35.2.1 for effectiveness and efficiency against established service standards and 
performance targets; and 

35.2.2 to initiate preventative action where the SRSS Provider is finding it difficult to 
meet established service standards and performance targets. 

Performance Measures: 

35.3 The Performance Measures (including any applicable methods for assessment and acceptable 
standards) are outlined in Annex 1 and Annex 3. 

35.4 Without limiting the Department's rights and the SRSS Provider's obligations in clause 23 of 
the Contract, where Performance Measures are not met, the Department will request an 
explanation from the SRSS Provider in writing detailing why the Performance Measure has 
not been met.  The departmental Contract Manager will determine the timeframes for the 
explanation, taking into account the severity of the issue and any extenuating circumstances. 

35.5 If the explanation is not sufficient, the SRSS Provider will be required to demonstrate how it 
will remedy the failure to meet the Performance Measure, including timeframes for 
addressing the issue. 

35.6 If the SRSS Provider continues to fail to meet the Performance Measure, the SRSS Provider 
will be asked to review their processes to ensure the Performance Measure can be met. 

35.7 If the SRSS Provider is still unable to meet the Performance Measure, the Department will 
begin a performance management process and the SRSS Provider must comply with that 
process in order to resolve the failure to meet the Performance Measures.  If the Department 
in its absolutely discretion considers it is required, the Department may redirect referrals of 
SRSS Recipients to Other Providers, or remove SRSS Recipients from the SRSS Provider. 

Performance Reporting: 

35.8 The SRSS Provider must submit reports, including consolidated Subcontractor information, 
using departmentally provided templates, as required by the Department, but no less than 
every quarter in the first year following the Effective Date and twice each year after that.  The 
reports must set out: 

35.8.1 the SRSS Provider's performance, including the performance of its 
Subcontractors, against the Services; and 
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35.8.2 any significant issues arising during the reporting period, including key issues 
identified through stakeholder engagement activities and action taken to resolve 
those issues. 

35.9 In addition, the SRSS Provider must submit ad hoc reports as required by the Department. 

Service Standards: 

35.10 The SRSS Provider must meet the Service Standards outlined in Annex 1.  The Department 
will run reports against the service standards monthly to inform contract management 
meetings and to address trends and issues as required. 

Departmental Quality Assurance Programme: 

35.11 The Department will conduct regular quality checks through the departmental quality 
assurance programme to evaluate SRSS Provider performance, and assess the standard and 
quality of service delivery throughout the year. 

35.12 The departmental quality assurance programme is separate from the SRSS Provider’s quality 
assurance programme. 

35.13 The departmental quality assurance programme will include activities such as meetings 
between the Department and SRSS Personnel (including Subcontractor Personnel), random or 
targeted checks of SRSS Recipient Case Plans and files, observing transit assistance services 
and the delivery of orientation Services, accommodation inspections, interviews with SRSS 
Recipients, and financial and Work Health Safety checks.  The SRSS Provider and its 
Personnel, as relevant, must cooperate with the Department as required to allow it to perform 
the departmental quality assurance programme. 

35.14 The Department will report on the key findings of the departmental quality assurance 
programme and, where necessary, formulate recommendations for Service improvement.  The 
SRSS Provider must implement any recommendations in the timeframes specified by the 
Department. 

35.15 Throughout the Term, the SRSS Provider and its Personnel, where relevant, must facilitate 
interviews between SRSS Recipients and the Department for the purposes of undertaking 
quality checks on the delivery of key Services.  This may involve providing relevant contact 
details and making all necessary arrangements for the meeting.   

Governance 

35.16 The SRSS Provider must actively participate in a range of meetings to ensure the smooth 
running of the SRSS Programme. 

Annual Conference:  

35.17 The SRSS Provider must attend an annual conference to give the Department an opportunity 
to provide an update on the Commonwealth's objectives for the coming SRSS Programme 
year.  SRSS Providers will also have an opportunity to input to the agenda.   

35.18 The annual conference will be funded, convened and facilitated by the Department.  The 
Department will fund up to two participants from the SRSS Provider at the annual conference.  
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Annual Meeting: 

35.19 The SRSS Provider must actively participate in a meeting with the Department to discuss the 
SRSS Provider’s performance over the full programme year, findings from the Department’s 
quality assurance programme activities, and the appropriateness and relevance of 
Performance Measures and Service Standards where required.  The SRSS Provider will also 
have an opportunity to highlight achievements. 

35.20 The meeting will be convened and facilitated by the Department.  Attendance by the SRSS 
Provider will be funded by the SRSS Provider. 

Technical Reference Group: 

35.21 There will be two technical reference group meetings, convened and facilitated by the 
Department each year. 

35.22 The SRSS Provider must, at its cost, actively participate in technical reference group meetings 
to guide service delivery, and discuss and respond to emerging issues. 

Biannual Local Area Cooperative Meeting: 

35.23 The SRSS Provider must work with relevant Other Providers in their Contract Region to 
discuss service delivery issues and facilitate cooperation within the sector, guide service 
delivery and discuss and respond to emerging issues.  

35.24 The SRSS Provider must convene two meetings each year.  Where two or more SRSS 
Programme operate in one Contract Region, they must work cooperatively to run the meeting.  
All SRSS Providers for the Contract Region must attend each meeting, but they may alternate 
responsibility for facilitating the meeting.  The SRSS Provider must send a copy of the 
minutes to the Department. 

Contract Meeting: 

35.25 The SRSS Provider must participate in quarterly contract management meetings with the 
Department (Contract Meetings) to discuss performance against the Performance Measures 
and the Service Standards, performance trends and programme trends, where these are 
known.  The Department reserves the right to request meetings more frequently if deemed 
necessary.  Travel will be at the cost of the SRSS Provider. 

35.26 The SRSS Provider must submit a performance report, using the departmental template, 10 
Business Days before the Contract Meeting where the Contract Meeting is held during the 
performance reporting period. 

35.27 The Department will convene the meetings, via teleconference.  Attendance must include the 
SRSS Provider and departmental Contract Managers and others as required.  Where 
necessary, meetings may be convened face to face. 

Cooperation with Enquiries and Investigations 

35.28 The SRSS Provider must cooperate with any enquiries or investigations instigated by 
Commonwealth entities or as Notified by the Department. 

35.29 The SRSS Provider must ensure a high level of cooperation with all key stakeholders. 
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Annex 1 - Performance Measures 

Service Standards 

Deliverables 

Transition In (SRSS recipient) 

2-6 

2-4 

3-4 

2-3 

Referrals 

Initial Payment 

Basic Starter Package 

Reception and Initia l Property 
Induction 

Accommodation Services 

2-3 

2-3 

4 

2-3 

4 

Basic Household Goods 

Accommodation Suitability 
Assessment 

Community Link Check 

Depart Provided Accommodation 

Independent Accommodation 

Case Coordination Services 

1 

2-6 

2-6 
(excl. 4) 

2- 6 

Individual Management Plan 

Case Plans 

Case Plan Reviews and Updates 

Essential Registrations 

Document 2 

Service Standards 

SRSS Provider responds (accepts, seeks an exemption or requests additional information) to SRSS 
Recipient referrals in Bands 2-4 within two Business Days. 

SRSS Provider responds (accepts, seeks an exemption or requests additional information) to 
Custodianship requests for SRSS Recipients in Band 2 within two Business Days. 

SRSS Provider responds (accepts, seeks an exemption or requests additional information) to SRSS 
Recipient referrals in Bands 5 and 6 within five Business Days. 

SRSS Provider provides an Initial Payment to all SRSS Recipients who have exited a Detention 
Facility immediately on arrival in the community. 

SRSS Provider provides a Basic Starter Package to all eligible SRSS Recipients who have exited a 
Detention Facility immediately on arrival in Provided Accommodation. 

Al l SRSS Recipients receive reception and induction services on arrival in Provided Accommodation 
or within 24 hours of arrival. 

Basic Household Goods are installed/topped up prior to SRSS Recipients entering Provided 
Accommodation. 

SRSS Provider submits an Accommodation Suitability Assessment to the Department within 10 
Business Days of receiving a referral. 

SRSS Provider ascertains the suitability and availability of the proposed property and Community 
Link within four Business Days of receiving the referral (except in exceptional circumstances). 

SRSS Recipients exit Provided Accommodation in accordance with the timeframes stipulated in the 
Schedule of Services, including: 
10 Business Days when transitioning to another Band 

20 Business Days when exiting the SRSS Programme on a Substantive Visa. 

SRSS Recipients secure Independent Accommodation within the six week period of eligibility for 
Band 4. 

SRSS Provider contributes constructively to the SRSS Recipient's Individual Management Plan, 
where possible in cooperation w ith the DSP during its creation; otherwise within five Business 
Days of receiving the plan. 

Case Plans are submitted to the Department within 10 Business Days (Band 2, 3 and 5 Case Plans 
require departmental approval) of the SRSS Recipient's placement in the SRSS Provider's care. 

Case Plans are regularly maintained. Case Workers review Case Plans at each monthly 

meeting/contact with the SRSS Recipient. 

Case Plans are updated w ithin 10 Business Days of SRSS Recipients transitioning between Bands. 

SRSS Recipients in Bands 2 and 3 receive their Detention Health Service Provider card and 
information about their allocated GP and pharmacy on arrival in the community and receive 
assistance to make initial appointments w ithin their first month in the Community. 

Eligible SRSS Recipients in Bands 4-6 are registered with Medicare w ithin 10 Business Days. 

School-aged children are enrolled in school within five school days. 

ID.,.._ 
.c ...... ..... (.) 
I.,. ':::( 
ID 

SRSS Recipients who have exited a detention faci lity receive assistance to open a bank accou1if as§ 
register with the Department of Human Services within five Business Days of entering the § 15 
community. n S:: 
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SRSS Recipients in Bands 2-4 who have exited held detention or transferred locations (where 
required) receive initial orientation within five Business Days of arriving in the community or 

transferring to a new location, where required. 

2 - 6 Orientation Services SRSS Recipients in Bands 2-4 commence more comprehensive orientation Services within one 
month (20 Business Days) of arriving in the community and complete orientation within three 
months (60 Business Days) of the date they commence orientation. 

SRSS Recipients in Bands 5 and 6 are referred for orientation Services on a needs basis. 

1 100% of SRSS Recipients in Band 1 are encouraged to participate in weekly Meaningful 
Engagement Activities. 

2 - 6 
Meaningful Engagement 

SRSS Recipients are being supported, where required, to engage in meaningful engagement 
(excl. 4) activities in accordance with the SRSS Operational Procedures Manual. 

Critical incidents involving Band 1 SRSS Recipients are reported verbally within 30 minutes and a 

1 
written report submitted within 4 hours of the incident occurring. 

Major incidents involving Band 1 SRSS Recipients are reported verbally within 1 hour and written 
report submitted within 6 hours of the incident occurring. 

Minor incidents involving Band 1 SRSS Recipients are reported in writing within 24 hours. 

2-6 
Incident Reporting 

Critical Incidents are reported by phone within 30 minutes, followed by a written report within one 
hour in the case of a death and one Business Day for all other Critical Incidents. 

Major Incidents are reported by phone within one hour, followed by a written report within two 
Business Days. 

Minor Incidents are reported by phone within two hours, followed by a written report within three 
Business Days. 

Transition Out (SRSS recipient) 

2-5 Transition Out Plan 
SRSS Provider submits a Transition Out Plan for all SRSS Recipients within five Business Days of 
receiving a notification from the Department. 

2-6 Referrals and Registrations 
SRSS Provider ensures all ongoing referrals and registrations required by SRSS Recipients exiting 
the SRSS programme occur within the Transition Out period. 

1 - 6 Exits 
Former SRSS Recipients (no longer eligible for SRSS Services) have ceased receiving Services 

through the SRSS in accordance with the transition out timeframes. 
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Annex 2 - Template for Contractor Transition Out Plan 

The Contract Transition Out Plan template will be provided by the Department at a later date.  
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Annex 3 - SRSS Key Performance Indicators 

See attached document titled 'Annex 3 - SRSS Key Performance Indicators'. 

The SRSS key performance indicators are used by the Department to measure the SRSS Provider's 
performance against the critical success factors. 

The SRSS key performance indicators are intended to supplement the requirements in the Schedule of 
Services. The SRSS Provider is required to meet all the requirements in the Schedule of Services the 
service standards and the SRSS key performance indicators.  

However, when measuring the SRSS Provider's performance against the requirements in the Schedule 
of Services and the service standards, the Department will take into account the minimum levels of 
performance required by the SRSS key performance indicators. If a key performance indicator 
provides for a level of compliance that is expressed to be less than 100%, the SRSS Provider must still 
meet the relevant requirement in full in accordance with the timeframes set out in the Services 
Schedule or SRSS Operational Procedures Manual.  However, the Department will take into account 
any variance from 100% compliance expressed in any applicable key performance indicator when 
assessing the SRSS Provider's performance against the requirements of this Contract. 

 147 
 

356

Document 2



 

ATTACHMENT B (CONTRACT CHARGES AND EXPENSES) 

1. PURPOSE OF THIS ATTACHMENT 

Overview 

1.1 The purpose of this Pricing Schedule is to describe and list the Contract Charges and 
Expenses which are payable to the SRSS Provider. 

1.2 The SRSS Provider, when referring to this Attachment B, must also refer to the Contract, the 
Schedule of Services, the SRSS Operational Procedures Manual and other referenced 
documents, as applicable. 

1.3 All Contract Charges: 

1.3.1 Are inclusive of all costs, charges, expenses, duties and taxes; 

1.3.2 are inclusive of GST (although they separately identify the GST component 
where relevant); 

1.3.3 apply for the duration of the Contract; and 

1.3.4 fully compensate the SRSS Provider for the performance of all Services required 
under the Contract. 

1.4 Payment of any amount under this Contract is subject to the SRSS Provider meeting the 
applicable requirements of the Contract to which the payment of that amount relates. 

1.5 The SRSS Provider is responsible for meeting any costs which are not payable or 
reimbursable in accordance with this Attachment B (including in circumstances where the 
costs to the SRSS Provider exceed any specified cap in the SRSS Operational Procedures 
Manual). 

2. NOT USED  

3. SUBMISSION OF INVOICES 

3.1 The SRSS Provider must submit all invoices for the previous month to the Department by the 
15th of the month (or the next Business Day where the 15th falls on a public holiday or 
weekend).  All invoices must meet the requirements of the Contract.   

4. PAYMENT TERMS 

4.1 Payment terms are 30 calendar days in arrears from the date of receipt of a Correctly 
Rendered Invoice and any supporting Documentation substantiating the amount claimed 
(including from Subcontractors if requested by the Department) where explanation is 
necessary. The SRSS Provider must submit a correctly rendered Tax Invoice with relevant 
worksheets using departmental templates.  The SRSS Provider must retain all evidence to 
verify expenditure and provide this evidence to the Department for the purposes of quality 
assurance and audits.  Invoices must be submitted each month in order for the Department to 
arrange payment.  
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5. INVOICE FORlVIAT AND TEMPLATES (SEE ATTACHED) 

5.1 The SRSS Provider must provide invoices and woI.ksheets to the Department in the fonnat 
specified in the Conn·act (including as set out in this clause 5), or as requested by the 
Depaitment. 

5 .2 The SRSS Provider must ensure the invoices are in the fonnat provided by the department. 

6. SOCIAL, COMMUNITY, HOME CARE AND DISABILITY SERVICES INDUSTRY 
AW ARD 2010 EQUAL REMUNERATION ORDER 

6.1 Each month the SRSS Provider must include with each invoice the details of the proportion of 
each Conn·act Charge that is paid to Social, Collllllunity, Home Care and Disability Se1vices 
Industly Award 2010 [or Social and ComnuIDity Services (SACS) Award] employees. 

7. PRICING COMPONENTS 

7.1 

7.2 

7.3 

7.4 

Implementation Fee 

The hnl ementation Fee include~s. ~7G{l)(a) 
as agreed by the De artment. h,_1_p_a_rt..,1rul-l"'"··-ar-, -the Imp ementat10n Fees. 47G(1)(a) 

The Implementation Fee will be paid in equal monthly instahnents, in anears, upon 
completion of tasks, milestones and Deliverables, as agreed with the Depait ment in the 
Contract Transition In Plan. Payments will be made following the receipt of a Conectly 
Rendered Invoice. 

The hnplementation Fee payable will be based on the number of SRSS Recipients that the 
Depa1tment advises, in writing, that it intends to allocate to the SRSS Provider. 

If on the Effective Date the SRSS Provider has been allocated a number of SRSS Recipients 
which falls into a higher hnplementation Fee Volwne Band, the difference between the two 
amounts will be paid to the SRSS Provider. 

Corporate Overhead Fee. 

7.5 The C01 orate Overhead Fe.e includes . :if7Cr(f}{a) 

7.6 

7.7 

7.8 

The amount of Corporate Overhead Fee ~aid each month . 47G(1)(a) 

Payment will be montltly, in anears, after completion of the Contract Transition h1 Period :in 
accordance with the Contract, as detennined by the Depa1tment, and following the receipt of 
a Conectly Rendered Invoice. The Depa1tment will not commence paying any Co1porate 
Overhead Fee to the SRSS Provider until the Effective Date (subject to the SRSS Provider 
othe1wise meeting the requirements of the Contract). 

Recipient Management Fees 

The Recipient Mana ement Fee . :iJ7G1lKaJ -----------------------
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7.9 The Recipient Management Fee are a per SRSS Recipient/per day fee for each day the SRSS 
Provider provides Se1vices to an SRSS Recipient in accordance with the Contract. 

7.10 The Reci ient Management Fee will be calculated and ~ ables. 7GT f)(a 

7 .11 If the Deparnuent refers a Band 2 or 3 SRSS Recipient to the SRSS Provider, who then does 
not enter the SRSS Programme, the Recipient Mana ement Fee will be calculated and 
a ableS- 47G(1)(a) 

7.12 Payment of Recipient Management Fee will be monthly, in ane.ars, in accordance with the 
Contract and following the receipt of a Conectly Rendered Tax Invoice and relevant 
woI.ksheets for that month in accordance with the Conn·act. 

7.13 The Depaitment recognises that despite classifying SRSS Recipients :into Bands, instances 
may a1ise where SRSS Recipient needs within Bands may vary. In exceptional cases, some 
SRSS Recipients will require extremely high levels of cai·e, over and above that typically 
expected to be delivered by the SRSS Provider. For the small 11umber of these exceptional 
cases, the Deparnnent may negotiate an agreed Recipient Management Fee with the SRSS 
Provider on a case-by- case basis. This Recipient Management Fee will not be paid without 
the p1for, written authorisation of the Department. Any agreed Recipient Maiiagement Fee 
does not need to be made through a vai·iation to the Contract (but will only be paid upon 
agreement by the Department). The SRSS Provider must ensme that any agreed Recipient 
Management Fee is specifically identified in the invoice provided for the applicable month. 

Direct Recipient Costs 

7.14 The SRSS Operational Procedures Manual details Direct Recipient Costs, which are able to 
be reimbursed. The SRSS Provider can only seek reimbursement fOI Direct Recipient Costs in 
accordance with the SRSS Operational Procedmes Manual. 

7.15 Direct Recipient Costs must be pre-approved in writing by the Depait ment in order to be 
eligible for reimbursement. 

7.16 Direct Recipient Costs will not be paid if they exceed any maximum amount for set out in the 
SRSS Operational Procedures Manual. 

7.17 

7.18 

Reimbursement is subject to: 

7.17.1 

7.17.2 

pre-approval of the costs; and 

substantiation as reasonably required by the Depa1t ment. 

If the SRSS Provider: 

7.18.1 

7.18.2 

makes a payment to an SRSS Recipient; or 

provides a se1vice to an SRSS Recipient, 

which is inconsistent with the Contract or the SRSS Operatio11al Procedm·es Manual without 
prior written approval from the Department the SRSS Provider will be liable for the cost of 
that payment or se1vice. 
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7.19 The SRSS Provider is not entitled to seek the recovery of the payment or cost of the service 
referred to in clause 7.16 from the SRSS Recipient, the Department or the Department of 
Human Services and the Department will not be obliged to reimburse the SRSS Provider for 
that amount or cost of the service.   

7.20 The SRSS Provider must comply with applicable Obligations in the Schedule of Services and 
SRSS Operational Procedures Manual in order to qualify for the reimbursement of any Direct 
Recipient Cost. To the extent that a requirement is subjective or there is any disagreement as 
to whether a Direct Recipient Cost is able to be reimbursed, the Department has the right to 
determine the issue conclusively, but in doing so, will take into account the requirements of 
this Contract as a whole. 
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8. IMPLEMENTATION FEE 

. ~7G(1)(a) 
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10. RECIPIENT MANAGEMENT FEE (YEAR 1) 

11. ANNUAL FEE INDEXATION 

11.1 Corporate Overhead Fees and Recipient Management Fees will be indexed on an annual basis 
commencing 1 September 2015.   

Indexation will be based on: 

• Social, Community, Home Care and Disability Services Industry Award 2010 [or Social and 
Community Services (SACS) Award] Wage Increases (where applicable), 

• Consumer Price Index (CPI), and 

• Wage Price Index (WPI). 

Social, Community, Home Care and Disability Services Industry Award 2010 Wage Increases 

11.2 This increase will be applied to salary costs for employees covered by the SACS Award only. 

11.3 The percentage SACS annual wage increases national average of 2.9% will be applied.  

Consumer Price Index (CPI) 

11.4 CPI will be applied to non-salary costs only. 

11.5 The CPI: groups, weighted average of eight capital cities percentage change from previous 
financial year will be applied. 

Wage Price Index (WPI) 

11.6 WPI will be applied to salary costs for employees that are not covered by the SACS Award 
only. 

11.7 The WPI, Australia ordinary hourly rates of pay excluding bonuses all sectors percentage 
change from previous financial year will be applied.   
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Annual Indexation Table 

11.8 Corporate Overhead Fees and each Recipient Management Fee will be indexed against the 
above based on percentages in the table below. 

~ 

Recipient Manaaement Fee 

Bandl I Band2 I Band3 I Band4 I Band5 I Band 6 

o/o Fee Indexed by SACS s. 47G(1 )(a) 

o/o Fee Indexed by CPI 

o/o Fee Indexed by WPI 

Total 

Corporate Overhead Fee I 
f· 47G(1 )(a) 

o/o Fee Indexed by SACS 

o/o Fee Indexed bv CPI 

% Fee Indexed by WPI 

Total 
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ATTACHMENT C (CONFIDENTIAL INFORMATION) 

Not applicable.
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ATTACHMENT D (CONTRACT CHANGE PROCESS) 

1.1 If the Department wants to vary this Contract: 

1.1.1 the Department must make a request to the SRSS Provider in writing setting out 
the proposed variations (including the proposed date for implementation of the 
variations);  

1.1.2 within 10 Business Days after receiving the Department's request or within 
another period agreed by the Parties, the SRSS Provider must respond in writing 
to the Department specifying what effect those variations will have on: 

(a) the Contract Charges and Expenses; 

(b) the provision of the Services, including any particular Deliverable; 

(c) the SRSS Provider's ability to perform its Obligations under the 
Contract;  

(d) the Contract;  

(e) any planning or transitional issues or activities needed to fully 
implement the proposed variations; and 

(f) whether the SRSS Provider agrees to the proposed variation; and 

1.1.3 if the response indicates that the SRSS Provider agrees to the proposed variation, 
within 10 Business Days, or within another period agreed by the Parties, the 
Department will give the SRSS Provider Notice accepting or rejecting the 
proposed variation. 

1.2 If the SRSS Provider wants to vary this Contract: 

1.2.1 the SRSS Provider must make a request to the Department in writing setting out 
the proposed variations (including the proposed date for implementation of the 
variations) and specifying what effect those variations will have on: 

(a) the Contract Charges and Expenses; 

(b) the provision of the Services, including any particular Deliverable; 

(c) the SRSS Provider's ability to perform its Obligations under the 
Contract; and 

(d) the Contract; and  

(e) any planning or transitional issues or activities needed to fully 
implement the proposed variations; and 

1.2.2 within 20 Business Days after receiving the SRSS Provider's request, or within 
another period agreed by the Parties, the Department must give the SRSS 
Provider Notice accepting or rejecting the variation. 

1.3 If the Department accepts a proposed variation, the Parties must, as soon as practicable, 
execute all documents necessary to give effect to the agreed variation.  The Department is 
not obliged to pay any amount other than the Contract Charges or Expenses until and from 
the date any variation to the Contract Charges or Expenses is agreed. 
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ATTACHMENT E (MATERIAL) 

Commonwralth Material 

Document 2 

Commonwealth When Form in which Any conditions 01· 

Material to hr made Commonwealth Commonwealth reshictions in relation 
available Material is to be Material is to be to that Commonwealth 

The SRSS Operational 
Procedmes Manual 

Fonns and policy 
guidance. 

made available made available 

By the contract Electronic. 
commencement date, 
with updates, 
additions and 
amendments 
provided over the 
course of the 
contract. 

By the contract Electronic. 
commencement date, 
with updates, 
additions and 
amendments 
prnvided over the 
course of the 
contract. 

Existing SRSS Provider Material 

Not applicable. 

Third Pa11y Material 

Not applicable. 

Other Auxiliary Material 

Not applicable. 

Material 

The SRSS Policy and 
Procedures Framewol'k 
is a confidential 
document for the use of 
the department and 
SRSS Providers. The 
SRSS Provider must not 
provide the SRSS 
Policy and Procedure 
Framework to other 
parties unless approved 
to do so by the 
department. 

The SRSS fo1ms and 
policy guidance 
documents are 
confidential documents 
for the use of the 
department and SRSS 
Providers. The SRSS 
Provider must not 
provide the SRSS forms 
or policy guidance to 
other parties wtless 
approved to do so by the 
department. 
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Contract Material 

The Contract Material is set out or described in Attachment A (Schedule of Services). 

Moral Rights 

Not applicable.
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ATTACHMENT F (ADDITIONAL RISK MANAGEMENT MEASURES) 

This will be developed as required between the Parties
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ATTACHMENT G (COMMONWEALTH LAW AND POLICY REQUIREMENTS) 

In providing the Services, the SRSS Provider must comply with all Laws and Commonwealth policies 
in the manner as set out in this Attachment, where the following table indicates that the Law or policy 
is applicable (a checked box represents an applicable policy). 

Policy Applicable 

Australian Industry Participation Plan 

 
 

Anti-Discrimination  

APS Values  

Australian Packaging Covenant  

Freedom of Information  

Fraud  

Illegal Workers  

Indigenous Opportunities Policy  

Multicultural Access and Equity Policy  

Public Interest Disclosure  
 

Australian Industry Participation Plan 

1. Not Applicable. 

Anti-Discrimination 

2. The SRSS Provider must:  

2.1 comply with its Obligations, if any, under the Workplace Gender Equality Act 
2012 (Cth) (the WGE Act); and 

2.2 not enter into any Subcontract with an entity named in a report tabled in the 
Australian Parliament by the Workplace Gender Equality Agency as a supplier 
that has not complied with the WGE Act. 

3. If the SRSS Provider is a ‘relevant employer’ for the purposes of the WGE Act: 

3.1 if the SRSS Provider becomes non-compliant with the WGE Act during the Term 
of this Contract, the SRSS Provider must Notify the Department; and 
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3.2 if the Term of this exceeds 18 months, the SRSS Provider must provide a current 
letter of compliance within 18 months from the Commencement Date and 
following this, annually, to the Department. 

4. Compliance with the WGE Act does not relieve the SRSS Provider from its responsibility to 
comply with its other obligations under the Contract. 

5. The SRSS Provider must comply with such other Commonwealth, State or Territory Laws 
relevant to anti-discrimination as may be relevant to the Contract, including but not limited to: 

5.1 the Disability Discrimination Act 1992 (Cth); 

5.2 the Racial Discrimination Act 1975 (Cth); 

5.3 the Sex Discrimination Act 1984 (Cth); and 

5.4 the Age Discrimination Act 2004 (Cth). 

APS Values 

6. The SRSS Provider must ensure that all of its Personnel engaged in providing the Services 
comply with the APS Values and Code of Conduct while at the Department premises and 
while liaising with the Department Personnel or members of the public in connection with the 
provision of the Services.  In this paragraph 6 and 7 'APS Values' and 'Code of Conduct' have 
the same meaning as they have in the Public Service Act 1999 (Cth). 

7. The SRSS Provider must provide all reasonable assistance to the Department with any 
investigation of a report of a breach of the APS Code of Conduct. 

Australian Packaging Covenant 

8. Not Applicable. 

Freedom of Information 

9. If an application is made to the Department under the Freedom of Information Act 1982 (Cth) 
for access to documents concerning the SRSS Provider, the Department: 

9.1 may, before making a decision, consult with the SRSS Provider, without 
prejudice to any decision to release the information; and 

9.2 must determine the application in accordance with the requirements of the 
Freedom of Information Act 1982 (Cth). 

Fraud 

10. The SRSS Provider must comply with the Commonwealth Fraud Control Guidelines, as 
amended from time to time at: 
http://www.ag.gov.au/CrimeAndCorruption/FraudControl/Pages/CommonwealthFraudContro
lGuidelines.aspx.  

11. The SRSS Provider must Notify the Department immediately if it knows or has reason to 
suspect that any fraud has occurred or is occurring or is likely to occur in relation to this 
Contract (including by the SRSS Provider, its Personnel, Subcontractors and suppliers). 
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Illegal Workers 

12. The SRSS Provider must not engage Illegal Workers in any capacity to carry out any work 
under or in connection with this Contract and must Notify the Department immediately it 
becomes aware of the involvement of an Illegal Worker in such work. 

13. The SRSS Provider must remove, or cause to be removed, any Illegal Worker from any 
involvement in performing its Obligations under this Contract (including if engaged by a 
Subcontractor) and arrange for their replacement at no cost to the Department and 
immediately upon becoming aware of the involvement of the Illegal Worker. 

14. If requested in writing by the Department, the SRSS Provider must provide evidence within 
14 days that it has taken all reasonable steps to ensure that it has complied and is complying 
with its Obligations in respect of Illegal Workers.  

15. The SRSS Provider must ensure that any Subcontractors include provisions equivalent to 
clauses 12 to 14 above. 

Indigenous Opportunities Policy 

16. Clauses 16 to 21 apply to the SRSS Provider only if the Commonwealth's Indigenous 
Opportunities Policy applies to the Contract.  

17. The SRSS Provider must: 

17.1 maintain and implement a current Indigenous Training, Employment and 
Supplier Plan (ITES Plan) throughout the Term of the Contract; and 

17.2 submit to the Department of Employment an annual Implementation and 
Outcomes Report in accordance with the requirements stipulated in the 
Indigenous Opportunities Policy Guidelines (available at 
http://employment.gov.au/background-indigenous-opportunities-policy). 

18. The SRSS Provider's implementation of the ITES Plan in no way diminishes the SRSS 
Provider's other Obligations under this Contract. 

19. The SRSS Provider consents to the Department or any other Commonwealth Agency: 

19.1 publicising or reporting on the SRSS Provider's performance in relation to the 
ITES Plan and level of compliance with the ITES Plan; and 

19.2 publicising or reporting on any information contained in the ITES Plan or the 
Implementation and Outcomes Report required to be submitted in accordance 
with the IOP and this Contract. 

20. Without limiting the Department's rights, the Department may withhold or suspend any 
payment in whole or part, it the SRSS Provider has not performed its Obligations under this 
Contract related to maintaining a current ITES Plan and to reporting to the satisfaction of the 
Commonwealth. 

21. The terms 'significant Indigenous populations', 'Implementation and Outcomes Report' and 
'Indigenous Training, Employment and Supplier Plan' have the same meaning as they have in 
the Indigenous Opportunities Policy Guidelines (available at 
http://employment.gov.au/background-indigenous-opportunities-policy). 
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22. Without limiting clauses 16 to 21, the SRSS Provider must use its reasonable endeavours to 
provide employment opportunities to Aboriginal and Torres Strait Islander people where there 
are positions available and there are Aboriginal or Torres Strait Islander people available with 
suitable qualifications, experience and expertise. 

Work Health And Safety 

23. In clause 24 to 26 below: 

Act means the Work Health and Safety Act 2011 (Cth). 

Person Conducting a Business or Undertaking (PCBU) as defined by the Act means a 
person conducting a business or undertaking: 

(a) whether the person conducts the business or undertaking alone or with others; and 

(b) whether or not the business or undertaking is conducted for profit or gain. 

24. The SRSS Provider must ensure that the Services are provided in a manner that does not pose 
any avoidable health or safety risk to the SRSS Provider's Personnel, to the Department’s 
Personnel or to any other person. 

25. Without limiting in any way the work health and safety Obligations that the SRSS Provider 
has under this Contract, including those that apply due to the operation of Commonwealth and 
State or Territory Laws, the SRSS Provider must: 

25.1 ensure that a PCBU meets the primary duty of care requirements of section 19 of 
the Act or corresponding State or Territory legislation; 

25.2 ensure the regulator is notified immediately after a notifiable incident has 
occurred in accordance with section 38 of the Act or corresponding State or 
Territory legislation; and 

25.3 Notify the Department of: 

(a) any work related injury that causes death or serious personal injury; 

(b) any notifiable incident as defined at sections 35, 36 and 37 of the Act, or 
corresponding State or Territory legislation; and 

(c) each occasion it reports to, or notifies, a regulatory authority of a 
notifiable incident authority under the Act, or the relevant work health 
and safety legislation in that jurisdiction 

within one Business Day after the incident has occurred or within two hours if the 
injury causes death. 

26. At the Department’s request, the SRSS Provider must provide reasonable assistance to the 
Department or Comcare (including giving the Department, Comcare and their agents access 
to the SRSS Provider’s premises, files, information technology systems and Personnel) in 
connection with any monitoring, inspection, investigation or audit of work health and safety 
matters arising in relation to the provision of the Services. 
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Multicultural Access and Equity Policy 

27. The SRSS Provider acknowledges that the Commonwealth's Multicultural Access and Equity 
Policy applies to the provision of the Services under this Contract and the SRSS Provider 
must comply with this policy including: 

27.1 providing the Services in a manner that is sensitive to a culturally and 
linguistically diverse population consistent with the Multicultural Access and 
Equity Policy;  

27.2 monitoring and reporting on its compliance with the Multicultural Access and 
Equity Policy; 

27.3 collecting data on recruited, as relevant, culturally diverse employees, volunteers, 
grantees and contractors; and 

27.4 ensuring that it has in place a complaint mechanism that enables people from 
culturally and linguistically diverse backgrounds to raise concerns about the 
Services provided. 

28. Data collection on the Services  must be consistent with Standards for Statistics on Cultural 
and Language Diversity reviewing and improving Services (see ABS cat. No. 1289.0 
at http://www.abs.gov.au). 

Public Interest Disclosure 

29. The SRSS Provider must ensure that it complies with its obligations under the Public Interest 
Disclosure Act 2013 (Cth). 

30. In particular, without limiting clause 29, the SRSS Provider must ensure that its Personnel are 
aware that they can make a public interest disclosure, within the meaning of the Public 
Interest Disclosure Act 2013, to one of the Department’s authorised officers. 

Compliance with Applicable Laws 

31. The SRSS Provider must, in carrying out the Services, comply with all relevant legislation of 
the Commonwealth or State or Territory or local authority as it is applicable to the provision 
of the Services, including, but not limited to: 

31.1 Crimes Act 1914 (Cth); 

31.2 Criminal Code Act 1995 (Cth); 

31.3 Racial Discrimination Act 1975 (Cth); 

31.4 Sex Discrimination Act 1984 (Cth); 

31.5 Disability Discrimination Act 1992 (Cth); 

31.6 Workplace Gender Equality Act 2012 (Cth); 

31.7 Fair Work Act 2009 (Cth); 

31.8 Freedom of Information Act 1982 (Cth); 
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31.9 Privacy Act 1988 (Cth); 

31.10 Archives Act 1983 (Cth); 

31.11 Work Health and Safety Act 2011 (Cth); 

31.12 Safety, Rehabilitation and Compensation Act 1988 (Cth); 

31.13 Competition and Consumer Act 2010 (Cth); 

31.14 Auditor-General Act 1997 (Cth); 

31.15 Environment Protection and Biodiversity Conservation Act 1999 (Cth);  

31.16 Public Governance, Performance and Accountability Act 2013 (Cth); 

31.17 Public Service Act 1999 (Cth);   

31.18 Immigration (Guardianship of Children) Act 1946 (Cth); 

31.19 Christmas Island Act 1958 (Cth); 

31.20 Ombudsman Act 1976 (Cth); 

31.21 Copyright Act 1968 (Cth); 

31.22 Australian Human Rights Commission Act 1986 (Cth); 

31.23 legislation of the Commonwealth or State or Territory or local authority as it is 
applicable to residential tenancies and boarding houses; 

31.24 any applicable requirements for licenses / permits for the exercise of a profession 
or trade necessary to perform the Services; and 

31.25 relevant criminal and child protection legislation, including as set out in Table 1 
below: 

Table 1 

Jurisdiction  Legislation Type of program 

ACT Children and Young 

People Act 2008 (ACT) 

 

Working with 

Vulnerable People 

(Background Checking) 

This legislation sets out the requirements for the 

wellbeing, care and protection of young people, taking 

into account the responsibilities of the community and the 

whole of government for them.  

The legislation imposes a background checking and 

registration requirement for people who work with 

vulnerable people (including children), and for other 
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Act 2011 (ACT) purposes. 

NSW  Individuals are required to apply for a Working With 

Children Check. The Working with Children Check is for 

people who work directly with children, that is, have face-

to-face or physical contact with children in areas of work 

specified as child-related work, or work in a designated 

role as stated in the legislation.  

 

NT Care and Protection of 

Children Act 2007 (NT) 
Individuals are required to apply for a Working With 

Children Check, known as a "Clearance Notice" in the 

Northern Territory. A Clearance Notice is valid for two 

years, and applies to employers and volunteers in child-

related employment settings.  

QLD Commission for 

Children and Young 

People and Child 

Guardian Act 2000 

(Qld) 

Individuals are required to apply for a Working With 

Children Check, known as a "Blue Card" in Queensland. 

Valid for two years, Blue Cards entitle individuals to 

engage in child-related occupations/volunteering. 

SA Children's Protection 

Act 1993 (SA) 
The South Australian system is an employer driven 

"point-in-time" system requiring employers and 

responsible authorities to obtain criminal history checks 

for those engaging in child-related 

occupations/volunteering. 

TAS Education and Care 

Services National Law 

(Application) Act 2011 

(Tas) 

Good Character Check screening program came into force 

1 January 2012, individual employers may also require 

police checks at their discretion. 
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VIC Working With Children 

Act 2005 (Vic) 
Individuals are required to apply for a Working With 

Children Check. Valid for five years, the Check entitles 

individuals to engage in child-related 

occupations/volunteering.  

WA Working with Children 

(Criminal Record 

Checking) Act 2004 

(WA) 

Individuals are required to apply for a Working With 

Children Check. Valid for three years, the Check entitles 

individuals to engage in child-related 

occupations/volunteering. 

 

International Treaties, Charters, Covenants and Agreements 

32. The SRSS Provider must, in carrying out the Services, comply with all relevant international 
treaties, charters, covenants and agreements as they are applicable to the provision of the 
Services, including, but not limited to: 

32.1 International Covenant on Civil and Political Rights; 

32.2 Convention Relating to the Status of Refugees; 

32.3 Convention on the Rights of the Child; 

32.4 Convention against Torture and Other Cruel, Inhuman or Degrading Treatment or 
Punishment; 

32.5 International Convention on the Elimination of all Forms of Racial 
Discrimination; 

32.6 Convention on the Elimination of All Forms of Discrimination against Women; 

32.7 Convention on the Rights of Persons with Disabilities; and 

32.8 Universal Declaration of Human Rights. 

Departmental Specific Policies  

33. The SRSS Provider must comply with the following Department policies, guidelines and 
operational requirements as they exist and as are Notified to the SRSS Provider by the 
Department from time to time during the Term of the Contract (including any amendments), 
including: 

33.1 Guardianship Policy and Principles; 

33.2 Custodian Guidelines; 

33.3 the Status Resolution Support Service (SRSS) Operational Procedures Manual;  
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33.4 SRSS Recipient Feedback Policy; 

33.5 SRSS Recipient Service Charter; 

33.6 Data Security Management Framework; 

33.7 Fraud Control Framework; 

33.8 Risk Management Framework;  

33.9 The SRSS Policy Advice Manual; and 

33.10 other policies, principles, procedures and templates for the SRSS Programme 
Notified to the SRSS Provider. 

General Australian Government Policies 

34. Without limiting any other Obligation in the Contract, the SRSS Provider must, in carrying 
out the Services, comply with the following Australian Government policies listed in Table 2 
as they are applicable to the provision of the Services: 

Table 2 

Government Policy  Publishing Agency 

Australian Public Service Code of Conduct  Australian Public Service Commission 

Australian Government Protective Security 

Policy Framework 
Attorney-General’s Department 

Commonwealth Disability Strategy  Department of Social Services 

Commonwealth Procurement Rules Department of Finance and Deregulation 

Commonwealth Fraud Control Guidelines Attorney-General’s Department 

Human Rights for Immigration Detention  Australian Human Rights Commission  
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ATTACHMENT H (PERFORMANCE GUARANTEE) 

THIS DEED OF GUARANTEE made on the  day of  20  . 

BETWEEN 

COMMONWEALTH OF AUSTRALIA acting through and represented by the Department of 
Immigration and Border Protection (ABN 33 380 054 835) (Department or DIBP),  

AND 

[insert Guarantor's name] (the Guarantor). 

RECITALS:  

A. The Department requires the provision of certain services (Services).   

B. [insert SRSS Provider's name and ABN] (hereinafter called the SRSS Provider) has agreed 
to perform that work for the Department on the terms and conditions contained in the 
Contract executed by the SRSS Provider and the Department on [insert date] (the Contract).   

C. The Guarantor agrees to provide the guarantees and indemnities set out below.   

IT IS AGREED AS FOLLOWS:  

The Guarantor guarantees to the Department the performance of the obligations undertaken by the 
SRSS Provider under the Contract on the following terms and conditions:  

(1) If the SRSS Provider (unless relieved from the performance of the Contract by the 
Department or by statute or by a decision of a tribunal of competent jurisdiction) fails to 
execute and perform its undertakings under the Contract the Guarantor must, if required to do 
so by the Department, complete or cause to be completed those undertakings in accordance 
with the conditions of the Contract.  

(2) If the SRSS Provider commits any breach of its obligations, and such breach is not remedied 
by the Guarantor pursuant to the foregoing sentence, and the Contract is then terminated for 
default, the Guarantor must indemnify the Department against all costs and expenses directly 
incurred by the Department by reason of such default.   

(3) The Guarantor will not be discharged or released or excused from this Deed of Guarantee by 
any arrangement made between the SRSS Provider and the Department with or without the 
consent of the Guarantor, or by any alteration, amendment or variation in the obligations 
assumed by the SRSS Provider or by any forbearance whether as to payment, time, 
performance or otherwise. This guarantee by the Guarantor to assume the obligations of the 
SRSS Provider will continue in force and effect until completion of all the SRSS Provider's 
obligations under the Contract or until the completion of the undertakings of this Deed of 
Guarantee by the Guarantor. 

(4) The obligations of the Guarantor under this Deed of Guarantee will not exceed the obligations 
of the SRSS Provider under the Contract.  
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(5) This Deed of Guarantee is subject to and must be construed in accordance with the laws in 
force in the Australian Capital Territory and the parties agree that the courts of that Territory 
have jurisdiction to entertain any action in respect of, or arising out of, this Deed of Guarantee 
and submit themselves to the jurisdiction of those courts. 

Executed as a deed for and on behalf of the 
Commonwealth of Australia as represented by 
the Department of Immigration and Border 
Protection by its duly authorised delegate:  

 

In the presence of:  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Signature of delegate (print) 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Signature of witness  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Name of delegate (print) 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Name of witness 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Date  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Date  

 

Executed as a deed by [INSERT 
GUARANTOR'S NAME] in accordance with 
section 127 of the Corporations Act 2001 (Cth):   

 

In the presence of:  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Signature of Director 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Signature of Director/company secretary 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Name of Director (print) 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Name of Director/company secretary (print) 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Date  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Date  
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ATTACHMENT I (FINANCIAL UNDERTAKING) 

By: [insert Banker's details]  

To: Name of [the Commonwealth of Australia as represented by the Department of 
Immigration and Border Protection] ABN [33 380 054 835] 

At the request of [insert SRSS Provider's name and ABN] (the Applicant) and in consideration of 
the Commonwealth of Australia acting through and represented by the Department of Immigration 
and Border Protection (the Favouree) accepting this Undertaking in connection with the Contract or 
agreement entered into between the Favouree and the Applicant in relation to [insert Contract 
reference], [insert name of Bank] undertakes to pay on demand any sum or sums which may from 
time to time be demanded by the Favouree up to a maximum aggregate sum of $[insert amount in 
figures] ([insert amount in words]) only in Australian Currency (the Sum). 

[insert name of Bank] liability under this undertaking ceases on the first to occur of: 

(a) [insert name of Bank] receipt of written notification from the Favouree that the Sum is no 
longer required by the Favouree; or  

(b) return of this undertaking to [insert name of Bank] by the Favouree; or 

(c) payment to the Favouree by [insert name of Bank] of the whole of the Sum or any part the 
Favouree may require. 

Demands must be in writing; signed by or for and on behalf of the Favouree; and may be made for the 
whole or any part or parts of the Sum (and if only for a part, then further demands may be made for 
the balance).   

[insert name of Bank] agrees that payment or payments due to the Favouree will be made forthwith 
and notwithstanding any notice given by the Applicant to [insert name of Bank] not to pay.  Payment 
will be made by cheque payable to the Favouree or to a bank account in the name of the Favouree. 

[insert name of Bank] may at any time without being required to do so pay to the Favouree the Sum 
less any amount or amounts it may previously have paid under this undertaking or such lesser sum as 
may be required and specified by the Favouree. If [insert name of Bank] makes that payment then its 
liability under this undertaking ceases. 

The Favouree may not assign its rights under this undertaking without the prior written consent of 
[insert name of Bank]. If [insert name of Bank] consents to the assignment of this undertaking then, 
unless the context requires otherwise, the word “Favouree” includes each assignee. 

Dated [insert document production date] 

Signed as a Deed Poll for [insert name of Bank] by: 

 

(sign here) 

Title:  

Name: 
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ATTACHMENT J (SUBCONTRACTOR NOVATION DEED) 

This will be developed as required between the Parties 
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ATTACHMENT K (CONFIDENTIALITY DEED) 

THIS DEED CONFIDENTIALITY is made on the  day of  20  .  

BETWEEN 

COMMONWEALTH OF AUSTRALIA acting through and represented by the Department of 
Immigration and Border Protection (ABN 33 380 054 835) (Department or DIBP),  

AND 

[insert name and address of the person entering into the Confidentiality Deed] (the Recipient). 

A. The SRSS Provider and the Department are parties to a Contract dated [insert date] 
(Contract).  

B. The Recipient may be used by the SRSS Provider in connection with the provision of 
Services under the Contract. In the course of providing Services under the Contract, the 
Recipient may become aware of information pertaining to, or in connection with, the Contract 
which is Confidential Information or Personal Information.  

1 Definitions 

Approved Person means a person who is: 

(a) Departmental Personnel; or 

(b) any other person nominated or approved by the Department.  

Confidential Information is information that:  

(a) is by its nature confidential;  

(b) is designated by the Department as confidential;  

(c) the Recipient knows or ought to know is confidential including:  

(i) information comprised in or relating to any of the Department's Intellectual 
Property;  

(ii) information relating to the policies, strategies, practices and procedures of the 
Department and any information in the SRSS Provider's or Recipient's 
possession relating to the Department; or  

(iii) security classified information; or  

(d) is the Department’s material and data,  

but does not include information which:  

(e) is or becomes public knowledge other than by a breach by the SRSS Provider or the 
Recipient of any confidentiality obligation; or  

(f) has been independently developed or acquired by the SRSS Provider or the Recipient 
as established by written evidence.  

Services means the Services required to be provided under the Contract. 

SRSS Provider means the entity engaged by the Department to provider the Services under 
the Contract. 

Law means any applicable statute, regulation, by-law, ordinance or subordinate legislation in 
force from time to time in Australia, whether made by a State, Territory, the Commonwealth, 
or a local government, and includes the common law as applicable from time to time. 
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Loss/Losses means all losses, liabilities, damages, fines, costs and expenses (including 
reasonable legal fees on a solicitor/client basis and disbursements and costs of investigation, 
litigation, settlement, judgment, interest and penalties. 

Personal Information means information or an opinion:  

(a) about a natural person whose identity is apparent, or can be reasonably ascertained, 
from the information or opinion;  

(b) whether true or not, and whether recorded in material form or not; and  

(c) of which the Recipient becomes aware because of their involvement in the provision 
of the Services.  

2 Authorised representative 

2.1 The Recipient warrants that the signatory to this Deed is an authorised representative of the 
Recipient and is authorised to bind the Recipient.  

3 Protection of Personal Information and Confidential Information  

3.1 The Recipient agrees to keep secret and confidential all Personal Information and 
Confidential Information and will not directly or indirectly disclose to any person, other than 
an Approved Person, any Personal Information or Confidential Information. The Recipient 
agrees not to make any use of information contained in the Personal Information or 
Confidential Information except as it relates to provision of the Services.  

3.2 The Recipient understands and acknowledges that any unauthorised use or disclosure of 
Personal Information or Confidential Information may make them liable for prosecution 
under the laws of the Commonwealth.  

3.3 The Recipient agrees to immediately notify the Department if it becomes aware that any of 
the Personal Information or the Confidential Information:  

(a) has been used, copied or disclosed in breach of this Deed; or 

(b) is required to be disclosed by law.  

3.4 The Recipient acknowledges that improper use or disclosure of any Personal Information or 
Confidential Information provided to or accessed by the Recipient pursuant to or in 
connection with the provision of the Services may be detrimental to the Department in the 
performance of their functions and may cause harm to any third parties with an interest in the 
Personal Information or Confidential Information. 

4 Indemnity  

4.1 The Recipient agrees to indemnify and hold harmless the Department in respect of all costs, 
(including legal costs and expenses on a solicitor/own client basis) liability, Losses and 
claims reasonably incurred by the Department as a result of a breach of this Deed. 

5 Retrospectivity  

5.1 This Deed has retrospective effect and covers all information disclosed to the Recipient by or 
on behalf of the Department or the SRSS Provider, whether before or after the date of this 
Deed.  

Executed as a deed for and on behalf of the 
Commonwealth of Australia as represented by 
the Department of Immigration and Border 
Protection by its duly authorised delegate:  In the presence of:  
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. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Signature of delegate (print) 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Signature of witness  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Name of delegate (print) 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Name of witness 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Date  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Date  

  

Executed as a deed by the Recipient:  In the presence of:  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Signature of Recipient 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Signature of witness  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Name of Recipient (print) 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Name of witness (print)  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
Date  

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
Date  
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ATTACHMENT L (GLOSSARY) 

In this Contrnct, unless the contra1y intention appears, the following definitions apply: 

TERM 

Accommodation 

Assessment 

Accompanied Minors 

DEFINITION 

Suitability means an assessment of au SRSS Recipient's proposed 

accommodation and Community Link, performed by the 

SRSS Provider in accOidance with the Schedule of Services 

and the SRSS Operational Procedures Manual. It is 

conducted to ensme that the proposed accommodation is 

liveable and that the Conunwtity Link is willing and able to 

provide suitable accommodation to the SRSS Recipient. 

means Minors who are under the care of a Parent, legal 

guardian or an adult relative who has carer/supervisory 

responsibility for the minor, as detemtined by the 

Depa1tment. 

Altemative Places of Detention means places approved in writing by the Minister, or his/her 

(APODs) 

APS Values 

Asset 

delegate, where a person may be kept in Illlllligration 

Detention other than at an Immigration Detention 

Centre. Alternative Places of Detention include, but are not 

lintited to, Immigration Residential Housing, Immigration 

Transit Accommodation, hospitals, nursing homes, mental 

health facilities, hotels and motels. 

means the Australian Public Se1vice Values, available 

at www.apsc.gov.au. 

means any item of tangible or intangible property, leased, 

C\J 
co 
0) 
~ 

created, or otheiwise brought into existence either wholly or 1£ t5 
in part in providing the Se1vices, and perfomting the SRSS © ..::( 

C: 
Provider's Obligations m1der the Contract, but does not rg Q 

:.::: 
include perishable items such as food or consumables ~ m 
(including medicines). CO E 

0~ '-------------------------------------- >-,-
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TER.'1\11 

Assets and Property Register 

Document 2 

DEFINITION 

means the register described as such in the Schedule of 

Se.cvices. 

Assisted Voluntary Retum (AVR) or means the programme operated by the Depaitment which 

Assisted 

Programme 

Voluntary 

Auxiliary Material 

Baby Package 

Band 

Band 6 Application 

Retum facilitates and supports mllawful non-citizens who elect to 

voluntarily return to their countly of origin. The programme 

is mn m pa1tnership with a voluntary retmn se.rvice provideI. 

means Material ( other than Contract Material) which is made 

available by a Party for the purposes of the Contract on or 

following the Commencement Date, including any 

Commonwealth Material, Existing SRSS Provider Mate1ial, 

Third Party Mate.rial, and other Material specified as 

Auxiliary Material in Attachment E (Material) of the 

Corrlract. 

means the additional package of goods provided to families 

with babies. It is a component of Basic Household Goods 

designed specifically to meet the needs of families with new 

or young children. Details of pre-approved expenditure and 

items are contained in the SRSS Operational Procedures 

Manual. 

means one of the six categories of SRSS Recipient groups 

detennined by the Depa11ment which detennine the SRSS 

Recipient's eligibility for Se1vices. r·-· 
('\J 
Q) 

is an application from a person residing in the c01nnnmity tol ~ 

be considered for Band 6 support through the SRSS @ t5 
Programme. I <D ~ 

ro ~ ,.._ _____________ _,_ _____________________ c ·-
:::, ...., 
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TERl'\tl 

Basic Household Goods (BHG) 

Basic Starter Package 

Bridging Visa 

Business Day 

Carer 

Document 2 

DEFINITION 

means the household items that the SRSS Provider must 

provide to Band 2 and 3 Recipients. Basic Household Goods 

must be installed in Provided Accommodation prior to the 

a1rival of the SRSS Recipient's at their accommodation, in 

accordance with the Schedule of Services and the SRSS 

Operational Procedures Manual. 

means the basic food and cleaning products that the SRSS 

Provider must provide to Band 3 and eligible Band 4 SRSS 

Recipients who have exited Held Detention illllllediately on 

a1rival in Provided Accommodation in accordance with the 

Schedule of Services and the SRSS Operational Procedmes 

Manual. 

means the fom1 of Visa issued by the Department, and has 

the same meaning as in the Migration Act 1958 (Cth). 

Without limiting the definition of Bridging Visa under this 

Contract, Bridging Visas are granted by the Minister or the 

Depa1t ment to asylwn seekers to allow them to lawfully exit 

Immigration Detention and live in the community. 

means a day that is not a Saturday, Sunday or public holiday 

in the Australian Capital Te1rit01y or the Contract Region in 

which the Se1vices are being supplied. 

means an employee or other Personnel of the SRSS Provider! 

who gives substantial, continuing and direct assistance to ~ 
0) 

Minors. Community Links and other family can also be a> "'-

~~ ~~ 
s... ~ 

1----------------+----------------------+-r.Q),-,,;. C: 
a Case is either a single SRSS Recipient or family group as c:: . Q 

:::::;-
Case 

identified by the Department. m 
~E L-------------___,JL--__________________ .,...I o;;;;;;;; ~ 
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TER.'1\11 

Case Coordination 

Case Manager 

Case Plan 

Case Plan Review 

Case Plan Update 

Case Worker 

Code of Behaviour 

Document 2 

DEFINITION 

means .integrated support to help SRSS Recipients while in 

the SRSS Programme, including suppo1t to connect SRSS 

Recipients to appropriate se1vices. It is delivered on a needs 

basis. 

means an officer of the Department who engages with SRSS 

Recipients to overcome ba1riers to resolving their 

il.lllll.igration status. 

means a detailed report which outlines a strategy to support a 

Case - an SRSS Recipient or family group. 

means a basic review of a Case Plan in accordance with the 

Schedule of Se1vices and it is to be conducted eve1y time a 

Case Worker contacts an SRSS Recipient to ensme the Case 

Plan is accurate and appropriate. 

means an updated Case Plan (which includes substantive 

changes from the approved Case Plan), s1ibmitted to the 

Depa1trnent in accordance with the Schedule of Services and 

the SRSS Operntional Procedmes Manual. It requires 

depa1trnental approval for SRSS Recipients in Bands 2 - 5. 

means a person who is employed by the SRSS Provider to 

provide case coordination Se1vices to SRSS Recipients as 

detailed in the Schedule of Services and the SRSS I 
Operational Procedures Manual. ("J 

CX) 
0) 

is an expression of expectations about how ce11ain subclass ~ ::: 

050 bridging (general) Visa holders must behave while in :: ~ 
Australia. Certain persons must sign the Code of Behaviour ~ ~ 

C ·-before the Visa is granted. :::::S m 
t--------------+-----:-~----:-:--=--=--:-:---=-----=-----::'.'""'"-:--::---:::-----:~-r1~11 E 

Code of Conduct means the Australian Public Service Code of Conduct, 0 ~ 
available at www.apsc.gov.au. >, -

~c3 
L-------------......L..------------------+J"nvQ) t:: 
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TERl\1 

Commencement Date 

Commonwealth 

Commonwealth Agency 

Commonwealth Assets 

Commonwealth Contract 

Document 2 

DEFINITION 

means the date that the Contract has been signed by both 

Parties, as specified in Item 4 of the Contract Details. 

the Commonwealth Government of Australia. 

means: 

(a) a Commonwealth agency as defined in the 

Financial Management and Accountability Act 

1997 (Cth); 

(b) a Colllillonwealth authority as defined in the 

Commonwealth Authorities and Companies Act 
1997 (Cth); 

( c) a Colllillonwealth company as defined in the 

Commonwealth Authorities and Companies Act 
1997 (Cth); or 

( d) a Colllillonwealth entity as defined in the Public 

Governance, Perfonnance and Accountability Act 
2013 (Cth). 

means assets owned by the Colllillonwealth, including those 
in possession of the SRSS Provider. 

has the same meaning as in the Freedom of Information Act 

1982 (Cth) and means a contractual arrangement which has 

all of the following elements: 

(a) 

(b) 

the Commonwealth or a Commonwealth Agency 
is, or was, a party to the contract; 

under the contract, se1vices are, or were, to be 

provided: 

(i) by another party; 

(ii) for or on behalf of an agency; and 
I... 

(1·1·1·) h . I C 11 ID C: to a person w o 1s not t 1e ommonwea t 1 ro c.Q 
or a Commonwealth Agency (that is, to the :::J <O 
public). CL E 

t-------------+----:-:-----:--:------:-:---:-'.:---:-----'.:::----~-:-rlrn:J.J \..: 
Commonwealth Material means any Matelial provided by the C01mnonwealth to the O ~ 

SRSS Provider for the pmposes of the Contract (.including >. -

any Material specified as Colllillonwealth Material in ~ c5 .__ ___________ _._ ________________ ~ a> E 
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Document 2 

DEFINITION 

Attachment E (Mate1ial) of the Contract) or which is copied 

or derived from that Material. 

Commonwealth Procurement Rules means the Commonwealth Procurement Rules issued by the 

(CPRs) 

Community Link 

Community Link Check 

Depa1tment of Finance or such replacements mies as issued 

by the Commonwealth. 

means a person in the Australian community who is a family 

member oI close friend of an SRSS Recipient who is willing 

to offer support such as accommodation to that SRSS 

Recipient. 

means a basic enquiry made to a Community Link to 

ascertain the suitability of a proposed prope1ty and 

Community Link foI SRSS Recipients in Band 4. This is a 

simpler Se1vice than an Accommodation Suitability 

Assessment. 

Compliance, Case Management, means a deprutmental infonnation technology system used to 
Detention and Settlement (CCMDS) manage SRSS Recipients and others engaged with the 

Depa1tment. 
Portal 

Confidential Information in relation to a Party, means infonnation that is: 

(a) in the case of the Commonwealth's Confidential 
Information, by its nature capable of being 
protected in law or equity as confidential; 

(b) designated by a Patty as confidential in 
Attadunent C (Confidential Infonnation) of the 
Conn·act; or 

( c) in the case of the Cmmnonwealth's Confidential 
Information, infonnation which the 
Commonwealth designates as confidential or the 
SRSS Provider knows or ought to know is 
confidential; 

but does not include information: 

(d) which is or becomes public .knowledge other than 
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Contract 

Contract Charges 

Contract Details 

Contract Material 

Document 2 

DEFINITION 

by breach of the Contract or any other 
confidentiality obligation; or 

(e) that has been independently developed or acquired 
without reference to the other Party's Confidential 
Infonnation. 

means the agreement the Department has entered into with 

the SRSS Provider, under wlrich the SRSS Provider will 

provide the Services and includes all the Attachments, any 

annexures or schedules, and any docmnent expressly 

incorporated. 

means the ammmts payable by the Department to the SRSS 

Provider as set out in, or calculated in accordance with, 

Attachment B (Conn·act Charges and Expenses) of the 

Contrnct. 

means the details applying to the Contract as set out in Pa11 I 

of the Contract. 

means all Mate1ial: 

(a) created by or on behalf of the SRSS Provider for 
the pmposes of the Contract, including any 

Matelial specified as Contract Material in the 
Schedule of Services ; 

(b) 

(c) 

incorporated in, supplied or required to be 
supplied along with the Mate1ial refened to in 
paragraph (a); or 

copied or derived from Material refen ed to in 
paragraphs (a) or (b), and T-

. @ 13 
includes any modifications to that Material made m 1... ~ 

accordance with the Contract. Q) C: 
rg .Q 

::::J ...... 1---------------------------------------1 <O 
means any amollllt or amounts by which the Contract CL c:-Contract Rebates 

CO f: 
Charges may be reduced as a result of a failme to meet the O ~ 
Pe1fonnance Measures, as set out in, or calculated in >, -

LC c5 
-0 E: 
~ 0 co-o 
Q) (1) 
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TERM DEFINITION 

accordance with the Schedule of Services. 

Contract Region is the area in which the SRSS Provider must pe1fonn the 

Services, as specified in the Contract Details. 

Contract T en ns and Conditions means the tenus and conditions in Part 2 of the Contract. 

Contract Transition In means the process and Se1vices relating to the SRSS 

Provider's trnnsition into the provision of the Se1vices, the 

details of which are provided in the Contract Transition In 

Plan. This should not be confused with SRSS Recipient 

Trnnsition lll. 

Contract Transition In Period is the period in which the SRSS Provider must prepare to be 

ready to fully perfo1m the Se1vices in accordance with the 

Conlract by the Effective Date. 

Contract Transition In Plan means the plan described as such in the Schedule of 

Services. 

Contract Transition Out means the process of preparing for handover of the Services 

from the SRSS Provider to the Depa1tment or any new 

provider contracted by the Depa11ment to perform the 

Services or any prut of the Services or similar services, the 

details of which ru·e provided in the Contract Transition Out 

plan. 

C\J Contract Transition Out Period means the period of time in which the SRSS Provider works CX) 

with the Department or any new prnvider contracted by the 
0) 

Q) '\"-

Depa1t ment to transition out of the Contract. ~-...... (.) 
I...~ 

Q) C: 
Contract Transition Out Plan means the plru.1 described as such in the Schedule o1 ua 

C ·-::J -Services. <O 

~E 
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Document 2 

TERl\f DEFINITION 

Core Service Delivery Requirements means the Services described as such in the Schedule of 

Services, and includes: 

Corporate Overhead Fee 

Critical Incident 

Custodian and Custodianship 

Deduction 

Deliverables 

Department 

(a) accommodation Services; and 

(b) Case Coordination Services. 

means the Contract Charges as set out in, or calculated in 

accordance with, Attachment B (Contract Charges and 

Expenses). 

means an Incident detennined to be critical by the 
Department, as outlined in the relevant departmental Incident 
reporting protocol. 

have the same meanings as set out in Immigration 

(Guardianship of Children) Act !946 (Cth). A Custodian is 

appointed to manage the day to day care of an IGOC Minor. 

Refer to the SRSS Operational Procedmes Manual for 

fhrther details. 

means a deduction from an SRSS Recipient's Living 

Allowance made by the Department of Human Services. 

means the Goods, the Contract Material, the Documentation 

and any other item to be supplied by the SRSS Provider to 

the Department (or SRSS Recipients, if applicable) undeI the 

Contract. 

means the Commonwealth of Australia as represented by the C"-1 
CX) 

Depa1t ment of Immigration and Border Protection (DIBP) oI 0) 
~ 

any department, agency or authority of the Connnonwealth 1£ t5 
which is responsible from time to time for administering the 1.... C:::C 

Q) 
Contract. ro g 

C ·­
::l -m 

~ E 
- $2 
0 C: 
>-­...._ 

..0 Q 

j§ 
ro -o 
Q) (1) 

Q) ~ 
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TER'I\II DEFINITION 

Detention Health Service Provider means the contracted provider of all health and medical 

(DHSP) 

Detention Service Provider (DSP) 

Direct Recipient Costs 

Documentation 

Duty of Care 

Effective Date 

Emergency Accommodation 

seIVices to people in Immigration Detention, both Held 

Detention and in the community under Residence 

Determination anangements. 

means an organisation contracted by the Department to 

provide services at hmnigration Detention Facilities. 

means the reimbursable costs associated with providing 

Services to SRSS Recipients. Costs will only be reimbursed 

if they have been preapproved by the Department in writing. 

means any documentation to be provided by the SRSS 

Provider wider the Contract, including any Mate.rial specified 

as Documentation in Attachment A (Statement of 

Requirement). 

without limiting the definition of duty of care under Law, 

means the legal Obligation which is imposed on an 

individual or entity requiring that they or it adhere to a 

standard of reasonable care. 

means the date that the Department Notifies the SRSS 

Provider that the requirements of the Contract Transition hl 

Plan (and any other requirements required to be met before 

the Effective Date as specified as such in the Contract orl 

Schedule of Services) have been met. ("J 
co 
0) 

Provided Accommodation for eligible SRSS Recipients in ~ : 

Band 5. Emergency Accommodation is available for up to :: ~ 
two weeks and it requires depa1t mental approval Extensions ~ ~ 

C ·-are available in exceptional circumstances only. :::l m 
1---------------------+---------:-:--:----:-:--=----:-:--:--:-------:-:--TI~~ E 

English as a Second Language (ESL) means a programme which provides English language tuition! 0 $2 
tJ:aining to people from non-English speaking backgrounds. I ~ ~ 

~o 
L-------------......L..------------------+J"nva> E 

(/) 0 
cu lJ 
Q) (l) 
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TERl\f 

Escalation 

Essential Registrations 

Excusable Event 

Existing SRSS Provider Material 

Exit Checklist 

Expenses 

Document 2 

DEFINITION 

means tasks / activities that are raised by an SRSS Provider 
or a departmental officer that are for the pmposes of 
escalating specific events to the Depa1trnent for further 
action e.g. identity issues, Assisted Volunta1y Return 
request, changes to familv composition, etc). 
means assistance provided by the SRSS Prnvider to register 

for services, such as Medicare, consistent with the Schedule 

of Se1vices. 

has the meaning given to that tenn in clause 47 of the 

Contract. 

means the Material, including any specified as Existing 

SRSS Provider Material in Attachment E (Material), that the 

SRSS Provider has developed before the Commencement 

Date which will or may be used in the provision of the 

Services or the development of Contract Material or other 

Deliverables. 

means a checklist to be completed by the SRSS Provider, 

with the SRSS Recipient, when au SRSS Recipient is exiting 

Band 2 or 3 Provided Accommodation. It must provide 

assurance that the SRSS Recipient has met their 

responsibilities prior to exiting and they have exited in 

accordance with the timeframes stipulated in the Schedule of 

Services. 

means any expenses payable by the Depa1tment to the SRSS 

Provider as set out in, or calculated in accordance with, 
~ 

Attachment B (Conn·act Charges and Expenses). © 
~t5 

----------------+------------------------H '- <:::( 
means services in addition to the Services which may bel ~ c: Extra Services 

C .9 requested by the Department in accordance with clause 16 ot :::::s ....., 
m 

the Contract but does not include any activities, tasks, Q.. ~ 
co f: 

responsibilities or other Obligations set out in the Schedule O ~ 
of Se1vices or SRSS Operational Procedures Manual, >, -

including those the Department may request periodically or ~ c5 .__ ___________ ..._ _________________ a> E 
C/) 0 
ro lJ 
Q) (1) 

I 
Cl) ~ 

er:: LL 
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TERM 

Financial Hardship Assistance 

Financial Undertaking 

Fraud Control Plan 

Goods 

Global Feedback Unit 

Held Detention 

Humanitarian Settlement Services 

(HSS) 

IGOC Act 

Illegal Worker 

Document 2 

DEFINITION 

in exceptional circumstances. Extra Services do not include 

Additional Services refened to in the CCMDS Po1tal which 

will be used by the SRSS Provider to co1lllllunicate with the 

Depa1t rnent. 

means assistance provided to eligible SRSS Recipients in an 
immediate fmancial crisis siniation in accordance with the 
SRSS Operational Procedures Manual. 

means any financial 1mde1taking required to be given by the 
SRSS Provider in accordance with the Contract. 

means the document which outlines the SRSS Prnvider's 
strategy to manage fraud, which the SRSS Provider is 
required to develop and implement in accordance with the 
Schedule of Services. 

means any Goods required to be provided by the SRSS 
Provider to either the Department or an SRSS Recipient. 

means the area of the Depa1tment which is responsible for 

SRSS Recipient feedback, compliments and complaints. 

is where a person is physically held in an IDF. 

means the programme which provides support to eligible 

people with pennanent Visas to help them settle into the 

community. HSS is out of scope of the SRSS. 

means the Immigration (Guardianship of Children) Act 1946 

(Cth). 

means a non-citizen who: 

(a) does not hold a valid visa and who perfonns work in 
Australia; or 

(b) holds a valid visa and who perfonus work in 
Australia in breach of a visa condition that: 

(i) prolribits him or her from working in 
Australia; or 

(ii) restiicts the work that he or she may perf01m 
in Australia. 

Work means any work, whether for reward or othe1wise. 
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TER'l\1 DEFINITION 

Immigration Detention has the same meaning that it has in the Migration Act 1958 

(Cth). 

Immigration Detention CentJ:es means a centre or facility designated as such by the 

(IDC) Depa1t ment in which people are held in Immigration 

Detention. 

Immigration Detention Facilities comprise Immigration Detention Cenn·es (IDC), hnmigration 
(IDF) Residential Housing (IRH) , hnmigration Transit 

Accommodation (ITA) and Alternative Places of Detention. 

Immigration Residential Housing means a form of Alternative Place of Detention. 

(IRH) 

Immigration Transit means a form of Alternative Place of Detention. 

Accommodation (ITA) 

Implementation and Outcomes means the annual Implementation and Outcomes Report 

Report required to be provided in accordance with the requiiements 

stipulated in the h1digenous Oppo1tunities Policy Guidelines. 

Implementation Fee means a fee paid to the SRSS Provider on completion of 

Contract Transition fu (the Effective Date) following the 

receipt of a co1Tectly rendered Tax Invoice and subject to 

Attachment B. 

Incident includes any Critical Incident, Major Incident, Minor 
-

Incident and any Notifiable Incident. 
('\J 
co 

Independent Accommodation means accommodation ftmded and maintained by the SRSS O> 

Recipient. 
Q) ~ 

I.C -...... (.) 
I.....::( 

Independent Observer means the SRSS Provider Personnel who provide Q) C: 
ro C 
C·-

Independent Observer Services. ::l-(0 

~E 
UJ 
- iE 0 C: 
>--
..0(3 
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TERM 

Independent Observer Services 

Individual Management Plan 

Initial Payment 

Initial Term 

Insolvency Event 

Document 2 

DEFINITION 

means the Services described as such in the Schedule of 

Services designed to support the wellbeing of eligible SRSS 

Recipients (Unaccompanied Minors and other SRSS 

Recipients as detemrined by the Depa11ment) while they 

m1dergo fonnal interviews. 

means a Case Plan managed by the Detention Se1vice 

ProvideI. 

means the initial allowance an SRSS Provider provides to an 

SRSS Recipient in Bands 2 - 4 on exit f rom a Detention 

Facility. 

means the initial period of time for which the Contract is 

intended to continue, as specified in Item 5 of the Contract 

Details. 

in respect of a Patty, means the occmTence of: 

(a) a meeting of that Patty's creditors being held or 
called; 

(b) the appointment of a liquidator, provisional 
liquidatOI or administrator to that Party; 

(c) the appointment of a controller (as defined in 
section 9 of the Corporations Act 2001 (Cth)) OI 

analogous person appointed to that Patty oI any of 
its property; 

(d) that Party failing to comply, under paragrnph 
459F(l) of the Corporations Act 2001 (Cth), with 
a statut01y de1nand; 

(e) that Party being unable to pay its debts as they fall 
due or othe1wise becoming insolvent; 

(f) that Party ceasing to exist, for whateveI reason, or 

otherwise becoming incapable of managing its 
own affairs for any reason; 

(g) that Party taking any step that could result in that 
Party becoming insolvent under administration (as 

defined in section 9 of the Corporations Act 2001 
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TERM 

Document 2 

DEFINITION 

(Cth)); 

(h) any action being collllllenced to bankrupt or wind­
up the affairs of that Pa1ty; or 

(i) that Party entering into a cornpromise or 
arrangement with, or assignment for the benefit of, 
any of its rnembers or creditors, or any analogous 
event. 

Intellectual PI'Operty or Intellectual means all intellectual prope1ty rights, including but not 

Property Rights (IPR) 

Indigenous Training, Employment 

and Supplier Plan (ITES Plan) 

JCT Secmity Instn1ctions 

Law 

limited to the following rights: 

(a) patents, copyright, rights in circuit layouts, 
registered designs, trademarks (including goodwill 
in those marks), know how, trade secrets, domain 
names and any right to have confidential 
infom1ation kept confidential; 

(b) any application or right to apply for registration of 
any of the rights refened to in paragraph (a); and 

(c) all rights of a similar nature to any of the rights in 
paragraphs (a) and (b) which may subsist in 
Australia or elsewhere, 

whether or not such rights are registered or capable of being 

registered. 

means the plan of that name required to be maintained and 

irnplernented in accordance with the Indigenous 

Opportunities Policy. 

means the Depa11ment's ICT security instmctions. 
C'\J 
CX) 
0) 

means any applicable stan1te, regulation, by-law, ordinance G> ~ 

or subordinate legislation in force from time to time in 1:5 13 
I...~ 

Australia, whether made by a State, Territory, the ~ C: 

Commonwealth, or a local government, and includes the § J5 
<O 

common law as applicable from tirne to time. CL c:-
CO f:: 

1-----------------1----------------------""-..... $2 
means the entity responsible as the SRSS Provider's agent W c: 

>,-
Lead Member 

and general representative as referred to and appointed in ~ c5 
a> E 
~.g 
Q) (l) 

Cl) ~ 
C( lJ.. 
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TERl\f 

Liability 

Living Allowance 

Loss 

Major Inddent 

Document 2 

DEFINITION 

accordance with clause 26 of the Contract. 

means any liability (whether actual, contingent or 

prospective), including fOI any Loss, inespective of when the 

acts, events, circumstances or things giving rise to the 

liability occwTed or existed. 

means the financial assistance provided to an SRSS 

Recipient by the Commonwealth to assist that SRSS 

Recipient to meet their day to day cost of living. 

means: 

(a) all losses, liabilities, damages, frnes, costs, 
interest, fees and expenses, including: 

(i) legal costs and expenses on a solicitor/own 
client basis, disbursements, costs of 
investigation, litigation, settlernent, 
judgment interest and penalties; 

(ii) the value of internal management and staff 
time assessed according to overhead costs 
with no profit margin, even if the affected 
Personnel would not have been engaged in 
profitable work; 

(iii) the cost of taking reasonable, preventative, 
protective remedial or mitigato1y action; 
and 

(iv) the cost of obtaining any replacement I 
products or se1vices to rectify, remedy or 
mitigate the damage caused by the relevant 
event; and 

1 

$Q ~ 
-t5 

any amount paid by the Depa1tment for any breach :: ~ (b) 

of the privacy of an individual, being a reasonable ~ c: 
amount as compensation for loss or damage for c ~ 
which the Depa11ment would have been liable ~ m 
under the Privacy Act 1988 (Cth) if such a breach co E 
had been tbat of the Department. D ~ 

>-­means an fucident detenuined to be major by the ~ c5 
Depa1t U1ent, as outlined in the relevant departmental Incident t-g E 

~.g 
Q) (l) 

Q) ~ 
oc lJ.. 
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TERM DEFINITION 

reporting protocol. 

Material includes documents, equipment, software, goods, computer 

file, design, know-how, infomiation and data stored by any 

means, and the subject matte.r of any categ01y of Intellectual 

Prope1ty Right. 

Minister means the Minister for Immigration and Border Protection. 

Minor means a person: 

(a) who is under the age of 18; or 

(b) whom the Department treats as under the age of 18 

in the absence of documenta1y evidence 

con:finning that person's age. 

Minor Incident means an Incident detemuned to be minor by the 

Department, as outlined in the relevant departmental Incident 

reporting protocol. 

Mobile Computing DeY:ice includes but is not limited to: 

(a) tablet computers; 

(b) personal digital assistants (PDA); and 

(c) smartphones. 

Mobile Computing Policy means the mobile computing policy the SRSS Provider must 
develop and implement in accordance with the Schedule ofl 
Seivices and SRSS Operational Procedures Manual C\J 

CX) 
0) 

Moral Rights has the meaning given in the Copyright Act 1968 (Cth). Q) '\"-
~ ...... ..... (.) 

NAATI (National Accreditation means the specified accreditation relating to translators and s... ~ 
Q) t: 

Authority for Translators and interpreters. ro o 
C ·-:::l ..... 

Interpreters) 
<O 

~E 
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TERM 

National Police Check 

Notice 

Notifiable Incident 

Obligation 

Official Order 

Document 2 

DEFINITION 

Means, for the pmposes of this contract, the police check 
SRSS Provider Personnel must rn1dergo before perfonning 
SeIVices, as desclibed in the Schedule of Se1vices. National 
Police Checks are also required for Community Links 
proposed to care for Unaccompanied Minors. 

means a notice, demand, consent, approval or 

communication issued under the Contract that: 

(a) is sent in accordance with clause 65 of the 

Contract; and 

(b) if the context requires, is sent in accordance with 

the Schedule of Services and SRSS Operational 

Procedmes Manual. 

Notify, Notified and Notification have a corresponding 

meaning. 

In the CCMDS Po1tal, Notification refers to tasks that do not 

require approval from the department. These include the 

following task types which are implemented in the SRSS 

solution (Confi.11natio11, Payment Confinuation, Interview, 

Assessment, Essential Registration, Escalation, Document, 

Note). 

means an incident that is Notifiable to the WHS Regulator 

under the Work Health and Safety Act 2011 (Cth). 

means any legal, equitable, contractual, statutory or other 

obligation, commitment, duty, w1de1taking or Liability, a> ~ 
~t5 present or future. i...C::::X: 
Q) C: 

means an official order for Extra Services as set out in clause rg · Q :::::s...., m 
16 of the Contract. ~§ 

L__ __________ L__ _______________ ---!l~o ~ 
>-, -
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TERM 

Orientation Services 

Other Providers 

Parent 

Party or Parties 

Performance Measures 

Personal Information 

Personnel 

Document 2 

DEFINITION 

means assistance prnvided to SRSS Recipients to support 

them understand and be able to navigate the environment 

the.y are in (life in the APOD or the Australian coil11Ilunity), 

and their rights and responsibilities in the SRSS Prngrarnme. 

means any other entity, including contractors, consultants, 

service providers or other person/s engaged by the 

Department to assist with the development or 

implementation of the SRSS Progranuue or related 

programmes (including other SRSS providers and other 

relevant se1vice providers). 

has the same meaning as it has in the IGOC Act. 

means either or both the Department and the SRSS Provider 

as the context requiies. 

means the se1vice standards, key performance indicators or 

any other measures (if any) of the SRSS Provider's 

performance under the Contract, as set out or described in 

the Schedule of Services, the se1vice standards and the key 

pe1fonnance indicators. 

has the meaning given to that term in the Privacy Act 1988 

(Cth). 

means a Party's officers, employees, volunteers, bailees, 
("J 

agents, Subcontractors (but, in the case of the Depaitment's g; 
Personnel, not including the SRSS Provider), staff or ~ :: 

professional advisers engaged in, or in relation to, the :: ~ 
pe1fonnance or management of the Con1ract, and includes ~ ~ 

C ·-Specified Personnel. ::J co 
1--------------+---=----=-----=-------=--=-------=-=-----:-~~-r1~::.u E 

Policy Advice Manual means the document that contains the policy settings for the O ~ 
SRSS Programme. >, -

~c5 
L-------------......L..------------------+J"nva> E 
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TER'l\1 

Preliminary Assessment 

Preliminary Assessment Checklist 

Proportionate Liability Law 

Protection Visa 

Protective Security Instructions 

Provided Accommodation 

Document 2 

DEFINITION 

means an initial evaluation pe1fo1med by the SRSS Provider 
in accordance with the Schedule of Se1vices to detennine 
whether a person is likely to be eligible for Band 6 Setvices. 

means the checklist to dete1mine if the person is likely to be 

eligible for Band 6 support. The SRSS Provider must use the 

checklist when perfonning a Prelimina1y Assessment of an 

SRSS Recipient :in accordance with the Schedule of Se1vices 

and the SRSS Operational Procedures Manual. 

means each of the following: 

(a) the Law Refonn (Contributory; Negligence and 

Apportionment of Liability) Act 2001 (SA) 

(b) the Civil Liability Act 2002 (NSW) 

(c) the Civil Liability Act 2003 (Qld) 

( d) the Civil Liability Act 2002 (WA) 

(e) the Wrongs Act 1958 (Vic) 

(f) the Civil Law (Wrongs) Act 2002 (ACT) 

(g) the Civil Liability Act 2002 (Tas), and 

(h) the Proportionate Liability Act 2005 (NT). 

is a fonu of permanent Visa issued to people who met the 

eligibility criteria to be recognised as refugees. 

means the Depa1tment's protective security instrnctions. 

means accommodation which required to be provided by the 

SRSS Provider in accordance with the Contract. It is paid by 

the SRSS Provider. Band 2, 3 and 5 Provided Q) ~ 

~t5 Accommodation costs will be reimbursed by the Department :: ~ 

in accordance with Attachment B (Contract Charges and ~ c: 
C .Q ...., Expenses). 

I~ m 
1--------------+--.....,...........,......-----,-.,.....-----,-------------,-,------,-----,-.........,.-+i;:;:;:;: E 

Recipient Management Fee means the fee payable to the SRSS Provider calculated per ~ o 
oi..-::. 

SRSS Recipient per day for each day the SRSS Provider >, .S 
I r,. '+-Q provides Services to an SRSS Recipient. -

rg E ~--------~--------------- 1~~ 
Q) (l) 

I
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TERM DEFINITION 

Rent in Advance Loan a loan provided to the SRSS Recipient by t11e SRSS Provider 

on approval from the Department to assist the SRSS 

Recipient with rent. 

Rental Bond a security deposit a tenant pays at the start of a tenancy. 

Rental Bond Loan means a loan provided to the SRSS Recipient by the SRSS 

ProvideI on approval from the Depaitment to assist with 

bond. 

Request means a task that Iequiies approval from the Department 
before goods oI services aie Iendeied to the individual. 

Request for Tender or RFT means Request FoI TendeI No. DIAC RFT 11-13 issued by 
the Department on 31 May 2013. 

Residence Determination means a determination by the Minister under section 197 AB 

of the Migration Act 1958 (Ctb) iliat a peison can reside at a 

specified place in t11e community instead of Held Detention. 

Sometimes refened to as 'Collllllunity Detentiou' . SRSS 

Recipients subject to a Residence Detenui.nation aie free to 

move about the colllllllmity but are legally detaine.d. 

Social and Community Senices 

(SACS) employee means persons employed undeI the Social. Commwtity. 
Home Caie and Disability Services IndustJ.y Award 2010 
(SACS awaid) which applies to employeis in the crisis 
assistance and supported housing sector, the social and 
community services sectoI, the home care sector and the 
family day care sectors. (www.fairwork.gov.au) 

Schedule of Servkes means Attachment A of tltis Contract which sets out the 

Services required to be provided by the SRSS Provider in ~ ...... 
conjunction with the SRSS Operational Procedures Manual. I.... 

Q) 

ro 
School Days means Monday to Fliday inclusive, with the exception ol 

C 
::l 

public and school holidays. CL 
co 
n 
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TER.'i\11 DEFINITION 

Schooling Requirement Package means a package provided to eligible school aged children as 

described in the SRSS Operational Procedures Manual. It 

may include school unifo1ms, books, stationary and school 

bags. 

Security Framework 

Specified Personnel 

SRSS Operational 

Manual (OPM) 

SRSS Provider 

SRSS Recipient 

means the Depa1t ment's secmity framework. 

means the personnel specified in Item 8 of the Contract 

Details. 

Procedures means the document developed and updated by the 
Deprut ment which provides guidance and detailed 
procedures to assist SRSS Providers with the delive1y of the 
SRSS Programme. The guidance and procedures must be 
followed by the SRSS Provider. 

means the entity contracted by the Department to deliver the 

Services as desciibed in Item 1 of the Contract Details, and 

includes its Persoooel. 

means a person in receipt of Status Resolution Support 

Services. The Depa1tment detennines eligibility for Stanis 

Resolution Support Services. 

SRSS Recipient Senice Fee means the Contract Chru·ges as set out in, or calculated in 

accordance with, Attachment B (Contract Charges and 

Expenses). 

Status Resolution means detennining and 

immigration standing. 

frnalising an individual's 
C\J 
CX) 
o.> 

Q) ~ 
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(SRSS) or Services Material and other Deliverables that the Deprutment re.quires Q) r:::: 

from the SRSS Provider, as desciibed in the Conrr·act ~ :2 
m 

including the Schedule of Services and the SRSS Operational Q.. E 
Procedures Manual. 
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TER'I\II 

Status Resolution Support Services 

programme (SRSS Programme) 

Subcontrnct 

Subcontrnctor 

Substantive Visa 

Supported Accommodation 

Support Recommendation 

Temporary Visa 

Tender 

Term 

Third Party Interest 

Document 2 

DEFINITION 

means the programme of that name ( or such replacement 

programme) manage.d by the Department 1mder which the 

Se.rvices are prnvided. 

means the contractual or other anangements with a 

Subcontractor. 

means a person to whom a person has subcontracted the 

performance of any pa1t of the Contract in accordance with 

clause 29 of the Contract, including those person(s) specified 

at Item 9 of the Contract Details. 

any Visa other than a Bridging Visa, criminal justice Visa or 

enforcement Visa. 

means Provided Accommodation fOI SRSS Recipients in 

Band 2. It includes Carer support, access to a vehicle and 

paid utilities and groceries as outlined in the Schedule of 

Se.rvices and detailed in the SRSS Operational Procedures 

Manual. 

means the reco1mnendation made by an SRSS Prnvider 

regarding an SRSS Recipient (or Case) for ongoing support. 

means a Visa which grants pennission to temporarily remain 

in Australia. 

I 
means the Tender sub1nitted by the SRSS Provider inl 
response to the RFT. 

means the Initial Tenn plus any extension in accordance with 

clause 4.1 of the Conn·act. 

means any legal or equitable right, interest, power or remedy! 

in favour of any person other than the Colillllonwealth or the 

SRSS Prnvider in connection with the Contract, including, 

without l.ilnitation, any tight of possession, receivership, 
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TERM 

Third Party Material 

Document 2 

DEFINITION 

control or power of sale, and any mortgage, charge, secmity 

or other interest. 

means Material in which a third party holds Intellectual 

Prope1ty Rights, and includes any Material specified as such 

in Attachment E (Material). 

Transition-Out Services (SRSS means the Services described as such in the Schedule of 

Recipient) 

Transitional Accommodation 

Transitional Support 

Trigger Event 

Services and the SRSS Operational Procedures Manual, 

including; 

a) developing, submitting and complying with the 
Contract Transition Out Plan (Bands 2 - 5); 

b) assisting an SRSS Recipient to exit a prope1ty: 

c) refening SRSS Recipients to otheI service 
provideis; 

d) assisting with Essential Registration; and 

e) otheI Setvices. 

means Provided Accommodation for SRSS Recipients in 

Band 4. It is available for up to six weeks, with longer 

peiiods only where approved by the Department. 

means the short tem1 pe1iod of time that. Band 4 SRSS 

Recipients are entitled to receive Services thrnugh the SRSS 

Progra1mne. C\J 
Q) 
0) 

means an event that triggers the ability of the Department to ~ : 

step-in in accordance with clause 56 of the Contract. :: ~ 
Q) C: 

----------------li---------------------- ro o 
Unaccompanied Minor (UAM) means a Minor whom the Department deems to bel C :..::; 

unaccompanied for the purpose of this Contract. ~ E 
1-----------------li----------------------+LI ~- ~ 

has the same meaning that it has in the Migration Act 1958 W t.:: 
>,-

Visa 

~~ ~~ 
......._ ________ ____. ______________ _...,rgf: 

(/) Q 
ro-o 
Q) (l) 

I
Q) ~ 

C( lJ.. 
199 

408 



TER1'11 

WHSLaw 

Document 2 

DEFINITION 

means all statutes, regulations, statutory instrnments, 

subordinate legislation, codes of practice and standards 

(including those of the Commonwealth of Australia and of 

the location where the Se1vices are being delivered) dealing 

with or relevant to health and safety in workplaces and of 

workers and others who may be affected by the canying out 

of work and includes any approvals, pe1mits, licences, 

directions or requirements of an autho1ity exercising 

regulato1y powers in respect of such matters. 
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ATTACHMENT M (OFFICIAL ORDER) 

ORDER FOR EXTRA SERVICES 
This Order is issued by:  
 
the Commonwealth of Australia  
represented by the Department of Immigration and Border Protection (ABN 33 380 054 835) 
of 6 Chan Street, Belconnen, ACT 2617 (DIBP) 
 
to  
 
[Name of SRSS Provider] ABN [insert] ACN [insert] 
of [SRSS Provider’s Address] (SRSS Provider) 
 
under the Contract for the provision of Status Resolution Support Services dated [insert date]. 
In accordance with Clause 16 of Part 2 of the Contract, the terms and conditions of the 
Contract apply to the Extra Services (subject to any specific provisions set out below):   

 
1  Commencement Date of Extra 

Services  
 

[the date of this Order, or insert alternative date] 

2  Charges and Expenses 
 

$[insert] including GST 

3  End Date of Extra Services 
 

[insert date for completion of any Extra Services] 
 

4  Extra Services Ordered 
 

[insert, to the extent applicable, description of 
work in the nature of the Extra Services] 

5  Specific standards and guidelines  
 

[insert any relevant standards and guidelines 
which the SRSS Provider must comply with in the 
provision of the Extra Services] 

 
The terms and conditions of the Contract apply to these Extra Services are  
 
SIGNED for and on behalf of the Commonwealth 
of Australia as represented by the Department of 
Immigration and Border Protection by: 
 
 
 
 
 
 
Name  

 

 
 
 
 
 
Date  
 
Signature  
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Australian Government 
Department of Immigration 

and Border Protection 

DEED OF VARIATION No. 1 

BETWEEN 

COMMONWEALTH OF AUSTRALIA 

AND 

AUSTRALIAN RED CROSS SOCIETY 
ABN 50 169 561 394 

Document 2 
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DEED OF VARIATION 

BETWEEN 

COMMONWEALTH OF AUSTRALIA (the "Commonwealth"') represented by the 
Department of Immigration and Border Protection. of 6 Chan St., Belconnen. ACT 
2617 (the ·'Department") 

and 

AUSTRALIAN RED CROSS SOCIETY ABN 50 169 561 394 of 155 Pelham 
Street, Carlton, Victoria, 3053 (SRSS Provider) 

RECITALS.: 

(a) The Parties entered into a contracL dated 29 August 2014 (the 
··Contract") for Status Resolution Support Services. 

(b) The Parties have agreed to certain variations to the rights and 
obligations contained in the Contract. 

(c) The Parties wish to fonnally record those variations in the fonn of this 
Deed of Variation (No. I) (the "Deed"). 

IT IS AGREED: 

I. This Deed: 

(a) is interpreted and adopts the definitions as spccitied in the Contract: 

( b) is a part or the entire agreement bet ween the parties in relation to the 
subject matter of the Contract; and 

(c) commences on the day and year this Deed is signed by th~ Department. 
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2. This Deed makes the following variations to the Contract: 

(a) ln clause 72. 1 of Part 2 - Contract Terms and Conditions, Insert the following 
words at the beginning of the clause: ·'Subject to clause 11 (Compliance with 
Tendered Representations) of this Part 2" 

(b) In clause 72. l delete the words ··Effective Date" and replace with the words 
~-commencement Date". 

(c} In clause 7.3.4 of Attachment A (Schedule of Services): 

(i) delete the words ''(up to six weeks)"; and 

(ii) insert the words ''(up to 12 weeks of support for families with children 
aged IO and under and up to six weeks of support for all others)" after the 
words " in the Australian community". 

(d) In clause 10.1.3 of Attachment A (Schedule of Services): 

(i) delete the words "(up to six weeks)''; and 

(ii) insert the words ''( for up to 12 weeks for families with children aged 10 and 
under and up to six weeks for all other Band 4 Recipientsr after the words 
"by the Department'·. 

(e) In clause 10.I.4 of Attachment A (Schedule of Services): 

(i) delete the words "(up to two weeks)"; and 

(ii) insert the words ··(short term in accordance with the Operational Procedures 
Manual)'' after the words ''Emergency Accommodation". 

(f) In clause 10.27 of Attachment A (Schedule of Services): 

(i) delete clause 10.27 of Attachment A (Schedule of Services) in its entirety; 
and insert a new clause 10.27 of Attachment A (Schedule of Services) as 
follows: 

·'Provided Accommodation for Band 4 (Transitional Accommodation) and 
Band 5 (Emergency Accommodation) SRSS Recipients must be of a 
reasonable standard and appropriate to the needs of those SRSS Recipients. 
For families with children aged IO and under, boarding houses, hostels and 
backpackers arc not considered appropriate. Por all other Band 4 SRSS 
Recipients, this accommodation may include boarding houses, hostels or 
backpackers.,. 

(g) In clause I 0.29 of Attachment A (Schedule of Services): 

(i) dekte the words "Transitional and'' after the words '·The cost or·~ and 

(ii) insert the words .. The cost of Transitional Accommodation is incorporated 
into the Band 4 Recipient Management Fee and will not be reimbursed by 
the Department." to the end of the clause. 

(h) Tn clause 18.41 of Attachment A (Schedule of Services): 

(i) insert the words "(or 12 week period for families with children aged LO and 
under. which is up to 60 Dusiness Days)" after the words "of eligibility for 
Band 4"; 
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(ii)delete the words 'There is no transition period beyond the six week period 
of eligibility.": and 

(iii) insert the words .. There is no transition period beyond the six or 12 week 
period of eligibility (as rekvant) unless an extension of Band 4 support is 
approved in writing by the Department.,. to the end of the clause. 

(i) In clause 18.42 of Attachment A (Schedule of Services): 

(i) insert the words .. ( or from Band 6 to Band S)" atrer the words .. from Band 5 
to Band 6''. 

U) In clause 20.5.5.6 of Attachment A (Schedule of Services): 

(i) insert the words ··and Band 3" after the words "for Band 2'·. 

(k) In clause 21.16 of Attachment A (Schedule of Services): 

(i) insert the words "and Band s·· to the heading "Support Recommendation -
Band 4''; and 

(ii) insert the words ··families with children aged 10 and under will 
automatically transition to Band S once they have secured independent 
accommodation (and within their 12 week period of eligibility in Band 4 ). ·· 
to the end of clause 21.16. 

(I) In clause 21.17 of Attachment A (Schedule of Services): 

(i) insert a new Clause 21. 17 as follows: 

.. 21.17 For fami lies with children aged IO and under. the SRSS Provider 
must submit a Support Recommendation to the Department no later than I 0 
Business Days before an SRSS Recipient is due to exit Ban<l 5. Except in 
exceptional circumstances, families with children aged l O and under will be 
expected to transition to Band 6 within the 12 week period of eligibility:· 

(m) ln clause 23.30 of Attachment A (Schedule of Services): 

(i) delete the words ·'Band 3" and replace with the words .. Bands 3-6"; and 

(ii) insert the words "'where permitted under the Operational Procedures Manual'" 
after the ,vords ''attend appointments or ESL Classes". 

(n) In clause 30.4 of Attaclunent A (Schedule of Services): 

(i) insert the word ··verbally" after the words .. The SRSS Provider must", 

(ii) insert the words '"Detention Service Provider'· after the words ··Critical 
Incidents to the··, 

(iii) delete the words '·Department by telephone'·. 

(iv) delete the words "follow with an email .. and replace with the words ·"submit 
a written" 

(o} In clause 30.5 of Attachment A (Schedule of Services): 

(i) insert the word ··verbally" after the words .. The SRSS Provider must'·, 

(ii) delete the words '·Department and the'' . 

(iii) delete the words "by telephone··. 
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(p) In clause 30.6 of Attachment A (Schedule of Services): 

(i) insert the words '"Department and the" before the won.ls Detention Service 
Provider". 

(q) In clause 33.14 of Attachment A (Schedule of Services): 

(i) delete the words ··as detailed in paragraphs 32.14 to 32.18." 

(r) In Annex l - Performance Measures. Service Standards, Accommodation Services, 
Independent Accommodation: 

(i) Insert the words ··or 12" to the Deliverable entitled "Independent 
Accommodation" afler the words ··within the six'' in the Servict: Standards. 

(s) In Attachment B (Contract Charges and Expenses): 

(i) dtlete the word '"equal'' from clause 7.2 before the words "monthly 
instalments··. 

(ii) delete clause 7.3 in its entirety, and replace with tht! words ··7.3 Not Used": 

(iii) delete clause 7.4 in its entirety and replace with the words ··7.4 Not Usect··: 
and 

(iv) delete clause 7.7 in its entirety and replace with the following ne, clause 
7.7: 

.. 7.7 Subject to the SRSS Provider otherwise meeting the requirements of the 
Contract. payment will he monthly. in arrears. in the following manner: 

7.7.l The Band I portion of the Corporate Overhead Fee will be payable from I 
December 2014 until the Effective Date: and 

7.7.2 The entire Corporate Overhead Fee will be payable from the Effective Date. 
Once the Effective Date is rt:ad1ed. the SRSS Provider will receive the 
entire Corporate Overhead for the month in which the Effective Date is 
reacheo. However, the Department will not pay the Band I portion of the 
Corporate Overhead Fee for the month in which 1he Effective Date is 
reached. as the Band I portion is already included in the overall Corporate 
Overhead Fee:· 

(v) after the heading ·'9. Corporate Overhead Fee (Year l )'". inse11 a new 
heading and table as follows: 

Band I portion of the Corporate Overhead Fee (payable from l December 2014 
until the Effective Date) 

Description Fee per month 
Exel. GS 

Band Corporate s. 47G(1 Xa) 
Overhead fee 

GST Fee per nonth 
Inc. GS 

3. ln all other respects the terms and conditions of the Contract remain unaltered. 
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Executed as a Deed 

Executed by the Commonwealth of Australia 
represented by the Department of 
Immigration and Border Protection by 
its duly authorised delegate: 

s. 22(1 )(a)(i) 

Signature of witness 

. 22(1 )(a)(i) 

Name of witness (print) 

Document 2 

Signature of delegate I 

Name of delegate (print) 

Position of delegate (print) 

Executed as a Deed bv Australian ., 

Red Cross Society. ABN 50 169 561 
394 acting by the 
following persons or. if the seal is 
affixed. witnessed by the following 
ne.r. n n<. in ~ c-rord::mc-P ith 127 nf 

s. 47F(1) 

s. 411"(1) 

Name of Authorised Representative 
(print) 

Date 

s. 47F(1) 

CT 

s. 47F(1) 
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Australian Government 
Department of Immigration 

and Border Protection 

DEED OF VARIATION No. 2 

BETWEEN 

COMMONWEALTH OF AUSTRALIA 

AND 

AUSTRALIAN RED CROSS SOCIETY 
ABN 50 169 561 394 
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DEED OF VARIATION 

BETWEEN 

COMMONWEALTH OF AUSTRALIA (the "Commonwealth") represented by the 
Department of Immigration and Border Protection ABN 33 380 054 835, of 6 Chan 
St., Belconnen, ACT 2617 (the "Department") 

and 

AUSTRALIAN RED CROSS SOCIETY ABN 50 169 561 394 of 155 Pelham 
Street, Carlton, Victoria, 3053 (the "SRSS Provider") 

RECITALS: 

(a) The Parties entered into a contract dated 29 August 2014 (the 
"Contract") for the provision of Status Resolution Support Services 
(SRSS). 

(b) The Parties agreed to cetiain variations to the rights and obligations 
contained in the Contract by Deed of Variation (No.l), dated 
13 January 2015. 

( c) The Parties have agreed to fu11her variations to the rights and 
obligations contained in the Contract. 

(d) The Parties wish to formally record those variations in the form of this 
Deed of Variation (No. 2) (the "Deed"). 

rr IS AGREED: 

1. This Deed: 

(a) is interpreted and adopts the definitions as specified in the Contract: 

(b) is a part of the entire agreement between the parties in relation to the subject 
matter of the Contract; and 

( c) commences on the day and year this Deed is signed by the Department. 

418 



Document 2 

2. This Deed makes the following variations to the Contract: 

(a) Delete clause 23.22 of Attachment A (Schedule of Services) in its entirety and 
insert a new clause 23.22 of Attachment A (Schedule of Services) as follows: 

"23 .22 The SRSS Provider must refer individuals who wish to undertake an 
ESL course to the Department and obtain the Department's approval 
prior to enrolling any individual in an ESL course." 

(b) Delete clause 23.23 of Attachment A (Schedule of Services) in its entirety and 
insert a new clause 23.23 of Attachment A (Schedule of Services) as follows: 

"23.23 The referral must be made using the template set out in the SRSS 
Operational Procedures Manual." 

( c) Delete clause 23 .24 of Attachment A (Schedule of Services) in its entirety and 
insert a new clause 23.24 of Attachment A (Schedule of Services) as follows: 

"23.24 For each individual approved by the Department to attend an ESL 
course, the SRSS Provider mnst: 

23 .24 .1 enrol the individual in the approved ESL course; 

23.24.2 provide the Department with proof of completion of the ESL 
course or evidence of notification to the Department of the 
participant's withdrawal from the course; 

23.24.3 pay the ESL course invoice directly and charge back the cost to 
the Department.'' 

(d) After new clause 23.24 of Attachment A (Schedule of Services), insert the 
following new clauses: 

4. 

"23 .24A The SRSS Provider must provide a correctly rendered invoice in 
accordance with clause 34.1 of the Contract. 

23.24B All clauses in the Contract relating to OST apply to this service. 

23.24C Payment terms are as per clause 32.2 of the Contract. 

23.24D The SRSS Provider must provide additional information relating 
to the programme and participants, as requested in writing by the 
Department, within ten (10) business days of this request being 
made." 

In all other respects the terms and conditions of the Contract remain urn1ltered. 
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Executed as a Deed 

Executed by the Commonwealth of Australia 
represented by the Department of 
Immigration and Border Protection by 
its duly authorised delegate: 
s. 221'f}{a)lii) --..... 

Signature of witness 

i:'"22(l}{a)liI 

Name of witness (print) 

--=-:S-""'-0 ---'/ __ b _ /~\~'b_ 
Date 

Executed as a Deed by [insert name 
of Service Provider] ( [ insert 
Service Provider ABNI) acting by 
the following persons or, if the seal is 
affixed, witnessed by the following 
persons in accordance withs 127 of 
the Corporations Act 200 I: 

Signature of Director 

s. 22(1Xa)(ii) 

Signature of delegate • 

Name of delegate (print) 

P/1':J /) ·I. B J' · 

Position of delegate (print) 

Signature of Director/Company 
Secretary 

Name of Director/Company Secretary 
(print) 
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EXECUTED as a Deed 

SIGNED on behalf of the AUSTRALIAN RED CROSS SOCIETY 
in accordance with its Rules",.: __ 

. ~7F(1} 

. 47F(1 

s. 47F(1) 

Full Name of Authorised Representative 
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