
 

 

Frequently asked questions about the Coronavirus (COVID-19) 
impact on funding arrangements 

Updated August 2021 

The following questions and answers have been developed by the Department of Social Services 
(the department) to assist funded service providers (and prospective organisations) in service 
delivery arrangements in light of the Coronavirus (COVID-19). There will be evolving information 
and guidance provided by government and we encourage you seek up to date information. 

Please contact your Funding Arrangement Manager in the first instance to discuss your 
individual circumstances and to find a flexible solution. You can contact them using the emails 
below, or if your program has a centralised mailbox you can continue using that mailbox: 

State / Territory Email address  

Queensland QLDperformanceDSS@communitygrants.gov.au 

New South Wales NSWACTperformanceDSS@communitygrants.gov.au  

Australian Capital Territory NSWACTperformanceDSS@communitygrants.gov.au  

Victoria  VicperformanceDSS@communitygrants.gov.au 

Tasmania TASperformanceDSS@communitygrants.gov.au 

South Australia SAperformanceDSS@communitygrants.gov.au 

Western Australia WAPerformanceDSS@communitygrants.gov.au 

Northern Territory  NTperformanceDSS@communitygrants.gov.au 

 
If you are unable to contact your Funding Arrangement Manager, please contact the Community 
Grants Hotline via telephone 1800 020 283 (option 6), or TTY 1800 555 677. 
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General questions 

What is the government’s response to COVID-19? 

 The Department of Health website is updated regularly with public health information, prevention 
strategies and resources. Service providers should refer to the website on a regular basis for up 
to date advice. The Department of Health also has a National Coronavirus Helpline 
1800 020 080, which is available 24 hours a day, seven days a week. 

 Local advice is available through your state or territory government. The websites for the 
relevant COVID-19 websites by state and territory are in the below table. 

State / Territory Website 

Queensland covid19.qld.gov.au  

New South Wales nsw.gov.au/covid-19  

Australian Capital Territory covid19.act.gov.au 

Victoria  coronavirus.vic.gov.au  

Tasmania coronavirus.tas.gov.au  

South Australia covid-19.sa.gov.au 

Western Australia wa.gov.au/government/covid-19-coronavirus  

Northern Territory  coronavirus.nt.gov.au  

 

 Information on coronavirus is available in multiple languages on the Department of Home 
Affairs website. 

What is the Department of Social Services’ response to COVID-19? 

 The department continues to operate as normal and functions such as administering grants 
continue. This includes continuing to accept and assess grant applications, offering grant 
agreements and administering the grants already in place. 

 In the event that your organisation cannot operate either due to staffing impacts from 
coronavirus, or your clients or customers have been impacted, the department will work with 
you to consider other viable options. It is important that services continue, where possible, but 
are also standing ready to operate when this period of uncertainty is over. 

 To discuss your circumstances, please contact your Funding Arrangement Manager to work 
with you to find a flexible solution. 
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Funding arrangements already in place 

What should I do if I cannot meet the deliverables and/or milestones in my funding 
agreement? 

 Service providers should take note of key impacts of COVID-19 on service provision, including 
details such as changes in client numbers, and/or particular cohorts, and the services and 
support offered. 

 These matters should be reported to the department, through your Funding Arrangement 
Manager, in accordance with the requirements set out in Grant Agreement conditions, at the 
appropriate time. 

 Please contact your Funding Arrangement Manager to discuss your individual concerns and 
talk through the available options. 

Can my non-service delivery deliverables and reporting obligations be postponed? 

 Please contact your Funding Arrangement Manager to discuss your individual concerns and 
talk through the available options. 

What should service providers do if their service delivery sites and or partner sites are 
closed? 

 The department is aware that site availability is based on a range of key factors such as client 
demand, location, suitability and operational hours. In some instances, a service provider will 
no longer be able to operate an activity/activities because a site is closed by a third party. 

 Advice from the Department of Health and your state or territory government on current 
restrictions should be taken into account. 

 Alternative service delivery options should continue to be considered where practicable. This 
may include service providers relocating the activity to other appropriate premises (pending 
any new restrictions in your state or territory, having appropriate insurances, and considering 
staff and client safety). Please notify your Funding Arrangement Manager of the revised 
operating location. 

 You may need to consider options for alternate service delivery (such as phone or online 
services). 

 If you have any concerns about your organisation’s capacity to deliver activities in your grant 
agreement, please contact your Funding Arrangement Manager as soon as practicable so they 
can work with you to find a flexible solution. 

How do I know what department-funded services have changed their operating hours? 

 The DSS Grants Service Directory is being updated regularly on known closures to 
department-funded services. This may assist you when referring clients to other relevant 
services in your local area. 

Some of our clients are unable to access online services. Can they still access face-to-face 
services? 

 Face-to-face service can be provided, as long as they align with advice from the Department of 
Health and your state or territory government. In some cases, a lockdown may preclude 
services of your type from being delivered in a face-to-face manner. 
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 You may wish to consider what other services might be available in your area that could help 
clients in the short term. 

 The department understands there will be circumstances that are unique to your organisation 
that you will need to take into account. Talk to your Funding Arrangement Manager to discuss 
available options. 

My service is temporarily unable to operate. Can we divert grant funding to other funded 
DSS programs that are still operational? 

 No. Departmental grant funding is provided to deliver a specific activity to address government 
policy. 

 Please contact your Funding Arrangement Manager to discuss your individual circumstances 
and talk through the available options. 

Should staff continue to be paid if my service is not being delivered? 

 It is important that services are in place throughout this period, where possible, but also 
standing ready to operate when this period of uncertainty is over. 

 Where staffing costs are an eligible cost under your grant agreement, you may continue to pay 
staff if the service is temporarily not being delivered due to the coronavirus pandemic. 

 Service providers should take note of key impacts of the coronavirus pandemic on service 
provision, including details such as changes in client numbers, and/or particular cohorts, and 
the services and support offered. 

 These matters should be reported to the department, through your Funding Arrangement 
Manager, in accordance with the requirements set out in Grant Agreement conditions, at the 
appropriate time. 

Do I need to provide the department with a copy of our organisation’s preparedness plan or 
business continuity plan? 

 Generally you do not need to provide the department with a copy of your organisation’s 
preparedness plan or business continuity plan, however some Client Agencies that use the 
Community Grants Hub for the administration of their grants may specifically request this 
information from you. We encourage you to ensure your staff are familiar with the plan. 

Who do service providers contact if there are concerns regarding service delivery and or 
implementation of business continuity plans? 

 If you have any concerns about your organisation’s capacity to deliver activities in your grant 
agreement, please contact your Funding Arrangement Manager to work with you to find 
a flexible solution. 
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Staff and client health and safety 

How do I keep staff and clients safe? 

 Service providers should be guided by current advice available from the Department of Health 
and their local state or territory government. This includes guidance regarding current 
lockdowns (if applicable), physical distancing and hygiene protocols. 

 The Department of Health has developed a range of resources and training for support 
workers, including those in disability and aged care.  The training includes infection control for 
coronavirus. 

 You may need to consider options for alternate service delivery via phone or online technology.  

Should service providers advise the department of confirmed cases of COVID-19 among 
their staff or clients? 

 It is not necessary to contact the department about confirmed cases of COVID-19 unless you 
have been specifically advised by the department to do so, including through your grant 
agreement or by your Funding Arrangement Manager. However, please contact your Funding 
Arrangement Manager if you have any concerns about service delivery or your organisations 
capacity to deliver activities in your funding agreement due to a confirmed contact with  
COVID-19. 

 Service providers should contact their state or territory government to seek advice about 
management of any possible exposure to coronavirus, and should act in accordance with 
advice provided. 

My organisation provides services to clients at high risk of serious infection. Should we 
cease these services? What would be the impact on our organisation for not meeting the 
grant agreement? 

 You should make an informed decision based on advice provided by the Department of Health 
and your local state or territory government. 

 Some services (especially face-to-face services) will not be able to operate during lockdowns 
which are currently in effect in some states and territories. You should consider alternative 
methods of delivering your service, including via phone or online technology, if possible. 

 Once you have made an informed decision, please contact your Funding Arrangement 
Manager to advise details of decision made and talk through the available options. 

Grant applications in progress  

What will happen if I cannot submit an application within the required timeframe, or I need 
to update my application? 

 If you are unable to apply by the application close date, you should complete the Late 
Application request form available on the Community Grants Hub website. 

 If you wish to revise information you can contact the Community Grants Hub 
(support@communitygrants.gov.au, telephone 1800 020 283 (option 6) or TTY 1800 555 677), 
to discuss your individual concerns and talk through the available options. 

 


