
Award Change What this means for us What this means for you

Introduction of new 
requirements for 
managing  
broken shifts

We must ensure that client services 
are scheduled so that our workers can 
deliver them back-to-back, so as no 
breaks or ‘gaps’ exist (excluding meal 
breaks) within the worker’s day.

Services are no longer able to be scheduled 
at specific times of the day. As of 1 July, 
your services will transition to be scheduled 
for completion within a committed 2-hour 
service window. Your Service Coordinator 
will work with you to find a service window 
that best meets your needs.

Example: A domestic assistance service is 
no longer able to be scheduled for a specific 
9 am start time. Instead, the service will 
be scheduled to start any time within the 
2-hour service window of 8 am to 10 am. 

Time-critical services, such as those for 
medical appointments, will need to be 
discussed with a Service Coordinator on a 
case-by-case basis.

Reduction of notice 
period for 
client 
cancellations

We must provide our workers with  
7 days’ notice for any cancelled 
services. In instances where we do  
not provide a full 7 days’ notice, we 
must pay the worker in full for the  
non-delivered service or provide  
a make-up shift.

Services cancelled at your request with  
less than 4 days’ notice to us will incur a  
full-service charge applied to your account.

Example: A weekly personal care service 
is cancelled by a client the day before 
delivery. This cancellation will incur a 
full-service charge due to short notice.

New rules for 
minimum shift 
engagement

We must engage our workers for no  
less than 2 hours of continuous  
work each day.

Shorter services requested to be delivered 
at non-peak times, such as on weekends or 
in the evenings, may be impacted.

Example: A 30-minute service requested for 
delivery on a Saturday morning is flexibly 
scheduled so that it can be completed 
immediately following an existing 2-hour 
service booking. This will allow our worker 
to complete the 30-minute service as 
requested, but still meet the minimum 
2-hours of continuous work.
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