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CLIENT SERVICE AGREEMENT

This Client Service Agreement (Agreement) is entered into between:

	Service Provider:   Charlene Pook (ABN 24 337 954 181), trading as Charlene Pook Lactation & Postnatal Support (Charlene, we, us, our)

Client:                    The person identified in Schedule 2 of this Agreement (you, your)



By booking an appointment or engaging Charlene's services, you confirm that you have read, understood, and agree to be bound by the terms of this Agreement. If you have any questions before booking, please contact Charlene directly.

1. INTERPRETATION
In this Agreement, the following terms have the meanings set out below:

	Agreement
	means this Client Service Agreement, including all Schedules.

	AHPRA
	means the Australian Health Practitioner Regulation Agency.

	Appointment
	means a booked consultation, education session, or home visit provided under this Agreement.

	Charlene
	means Charlene Pook (ABN 24 337 954 181), trading as Charlene Pook Lactation & Postnatal Support.

	Client
	means the person identified in Schedule 2 of this Agreement.

	Endorsed Midwife
	means a midwife holding an Endorsed Midwife endorsement under the Nursing and Midwifery Board of Australia, registered with AHPRA.

	Fee
	means the fee for a Service as set out in clause 4 and Schedule 1.

	GST
	has the meaning given in the A New Tax System (Goods and Services Tax) Act 1999 (Cth).

	IBCLC
	means International Board Certified Lactation Consultant.

	Package
	means a bundled service offering as described in clause 7 and Schedule 1.

	PBS
	means the Pharmaceutical Benefits Scheme.

	Privacy Policy
	means Charlene's privacy policy as published at charlenepookIBCLC.com and available on request.

	Service
	means a service provided by Charlene as described in Schedule 1 of this Agreement.



1. CHARLENE'S QUALIFICATIONS AND CAPACITY
1. Qualifications and Registration
Charlene Pook is an IBCLC, an Endorsed Midwife, and a Registered Nurse, all registered with AHPRA. Charlene holds the following qualifications and registrations:
1. IBCLC - International Board Certified Lactation Consultant (current certification);
1. Endorsed Midwife - AHPRA registered with Endorsed Midwife endorsement;
1. Registered Nurse - AHPRA registered (current); and
1. Member, Lactation Consultants of Australia and New Zealand (LCANZ).
1. Professional Capacity
Charlene provides Services in two professional capacities depending on the nature of the Service and the age of the Client's baby:

	As an IBCLC: Charlene provides lactation consultancy and breastfeeding support for babies of all ages.

As an Endorsed Midwife: For babies up to 6 weeks of age, Charlene may also provide Services in her capacity as an Endorsed Midwife. This includes authority to prescribe certain medications under the PBS Midwife Schedule and to facilitate Medicare rebates for eligible Clients.

From 7 weeks of age onwards, all Services are provided in Charlene's capacity as an IBCLC only.



Charlene is subject to the professional obligations and codes of conduct applicable to IBCLCs, AHPRA-registered Endorsed Midwives, and AHPRA-registered Registered Nurses.
1. Supervised Practice
Charlene's supervised practice is overseen by Jayne Viddler IBCLC. In some circumstances, case information including consultation records may be shared with the supervising IBCLC for the purpose of professional supervision and development. All such disclosures are subject to professional confidentiality obligations. See clause 14 for further detail.
1. Complaints and Regulatory Bodies
Complaints regarding Charlene's conduct may be directed to the following regulatory bodies:
4. AHPRA (in relation to conduct as an Endorsed Midwife or Registered Nurse): www.ahpra.gov.au; and
4. IBLCE (in relation to conduct as an IBCLC): www.iblce.org.
1. Professional Indemnity Insurance
Charlene holds current professional indemnity insurance appropriate to each capacity in which she practises, including separate policies for her services as an IBCLC and as an Endorsed Midwife. Charlene also holds current public liability insurance. Details of Charlene's insurance coverage are available on request.

1. SCOPE OF SERVICES
2. Services Provided
Charlene provides lactation consultancy, breastfeeding support, and postnatal care Services as described in Schedule 1. Services include in-home consultations, telehealth appointments, antenatal consultations, and structured Packages.
2. Services Not Provided
The following services fall outside the scope of Charlene's practice under this Agreement:
2. antenatal pregnancy assessments, including blood pressure readings, abdominal palpation, or foetal heart rate monitoring;
2. medical diagnosis of any condition affecting the Client or the Client's baby;
2. emergency obstetric or neonatal care; and
2. prescribing of medications outside the PBS Midwife Schedule.

If a Client has health concerns that require medical assessment, Charlene will direct the Client to their GP, obstetrician, paediatrician, or emergency services as appropriate.
2. Referral Obligation
If Charlene identifies urgent clinical concerns during a consultation - including signs of mastitis or breast infection, concerns about infant weight gain or feeding safety, or any matter requiring medical assessment - she will advise the Client to seek appropriate medical care promptly and direct the Client to the relevant healthcare provider.
2. PBS Prescribing
Where Charlene is providing Services in her capacity as an Endorsed Midwife for babies up to 6 weeks of age, she holds authority to prescribe certain medications under the PBS Midwife Schedule. Any prescribing is undertaken in accordance with Charlene's AHPRA obligations and applicable PBS requirements. Charlene will discuss any proposed prescription with the Client before it is issued.
2. Emotional Support
Some of Charlene's Services include the provision of emotional support and reassurance to clients. This support is provided within Charlene's scope of practice as an IBCLC and Endorsed Midwife and does not constitute professional psychological, counselling, or mental health services. Clients who require professional mental health support will be referred to an appropriate practitioner. If you are experiencing postpartum mood concerns, please let Charlene know and she will assist you to access appropriate support.
2. Client Responsibility for Accurate Information
Charlene's clinical assessments, care plans, and advice are based on the information provided by the Client at the time of consultation. The Client is responsible for ensuring that all information provided to Charlene is accurate, complete, and up to date. Charlene is not responsible for outcomes arising from clinical assessments or care plans that are based on inaccurate, incomplete, or misleading information provided by the Client.

1. FEES
3. Schedule of Fees
All Fees are inclusive of GST. The Fees applicable to each Service are set out in Schedule 1 and summarised in the table below:

	Service
	Duration
	Fee (GST incl.)

	ANTENATAL CONSULTATIONS
	
	

	
	
	

	Antenatal Consultation (In-Home)
	60 minutes
	$170.00

	Antenatal Telehealth Consultation
	60 minutes
	$150.00

	
	
	

	POSTNATAL CONSULTATIONS
	
	

	Initial Postnatal Consultation (In-Home)
	90 minutes
	$280.00

	Follow-Up Postnatal Consultation (In-Home)
	60 minutes
	$170.00

	
	
	

	TELEHEALTH CONSULTATIONS
	
	

	Telehealth Consultation
	60 minutes
	$150.00

	Telehealth Check-In (existing clients only)
	30 minutes
	$85.00

	
	
	

	TRAVEL FEE
	
	

	Home visits beyond 15 km from Yamanto
	$2.50 per km
	As agreed



3. Fee Changes
Fees are reviewed periodically and are subject to change. Any fee change will be communicated to the Client in advance of their next Appointment.
3. Travel Fee
A travel fee of $2.50 per kilometre applies for home visits beyond 15 kilometres from 3 Rose Street, Yamanto QLD 4305. The estimated travel fee will be communicated to the Client and agreed upon before the Appointment is confirmed.

1. MEDICARE REBATES
4. Eligibility
Eligible Clients may be entitled to claim a Medicare rebate for certain Services provided by Charlene in her capacity as an Endorsed Midwife. Medicare rebates apply to Services for babies up to 6 weeks of age only, where Charlene is acting as an Endorsed Midwife.
Medicare rebates are not available for:
1. Services provided in Charlene's capacity as an IBCLC only; or
1. babies 7 weeks of age or older.
4. Standard Process
Unless otherwise agreed at the time of booking, the following process applies to Medicare rebates:
2. the Client is required to pay the full consultation Fee before the Appointment;
2. following payment, Charlene will provide the Client with a receipt that can be used to claim a rebate directly from Medicare;
2. the Medicare rebate is paid directly to the Client by Medicare, and it is the Client's responsibility to submit the claim; and
2. Charlene does not bulk-bill. The gap between the full Fee and the Medicare rebate amount is payable by the Client and is not refundable.
4. Direct Medicare Billing
Charlene intends to offer direct Medicare billing on behalf of eligible Clients through Cliniko in the future. Where this option becomes available, it will be communicated to Clients at the time of booking and offered as an alternative to the standard self-claim process. The terms applicable to direct Medicare billing will be confirmed at that time.
4. Enquiries
If a Client is unsure whether their Appointment attracts a Medicare rebate, they should ask Charlene before the Appointment is confirmed.

1. PAYMENT
5. When Payment is Due
Payment for all Appointments and Services is due before the Appointment commences. Appointments will not proceed until payment has been received in full.
5. Accepted Payment Methods
Charlene accepts the following payment methods:
2. bank transfer or EFT;
2. credit or debit card; and
2. cash.
5. Overdue Payments
If any payment is outstanding at the time of an Appointment, the Appointment may be postponed until full payment is received. Charlene reserves the right to recover any outstanding Fees, including reasonable costs of debt recovery.

1. PACKAGES
6. Package Descriptions
The following Packages may be available. Full descriptions are set out in Schedule 1:
1. The Fourth Trimester Package - initial postnatal consultation, two follow-up consultations, and feeding plan updates.
1. The Feeding Journey Package ($750) - antenatal consultation (60 minutes), initial postnatal consultation, and two follow-up consultations.
1. The Newborn Nest Package ($600) - three home visits over two weeks comprising one 90-minute initial postnatal consultation and two 60-minute follow-up consultations, feeding and settling support, and a parent wellbeing check. Subject to availability.
6. Package Conditions
The following conditions apply to all Packages:
2. Package Appointments must be used within 6 months of the date of purchase, after which any unused Appointments lapse without refund;
2. no refund is payable for unused Package Appointments;
2. Package Appointments may not be transferred to another person without Charlene's prior written consent;
2. if the Client cancels a Package Appointment with insufficient notice under clause 9, a cancellation fee applies and that Appointment session is forfeited; and
2. if Charlene cancels a Package Appointment, that session will be rescheduled at no additional cost to the Client.

1. BOOKINGS
7. How to Book
Appointments may be booked through any of the following channels:
1. online booking via Cliniko (link available at charlenepookIBCLC.com);
1. email: charlene.pook@outlook.com; or
1. phone or SMS: 0422 972 679.
7. Booking Confirmation
A booking is confirmed once the Client receives written confirmation from Charlene. Charlene reserves the right to decline a booking at her discretion. By confirming a booking, the Client agrees to the terms of this Agreement.
7. Intake and Consent Form
Clients are required to complete the Client Intake and Consent Form before their first Appointment. A booking will not proceed to an in-person Appointment until the completed form has been received by Charlene.

1. CANCELLATIONS, RESCHEDULING, AND NO-SHOWS
8. Cancellation by Client
Charlene understands that life with a newborn can be unpredictable. The following cancellation terms apply:
1. 24 hours or more notice - no cancellation fee applies and the Appointment may be rescheduled at no cost;
1. less than 24 hours’ notice - a cancellation fee of 25% of the Appointment Fee applies; and
1. illness or unexpected circumstances (such as an unwell baby) - Charlene will exercise her discretion and, where possible, may offer a telehealth Appointment as an alternative.
8. No-Shows
If the Client does not attend an Appointment without providing notice, the full Appointment Fee is payable.
8. Late Arrivals
If a Client arrives more than 15 minutes late, the Appointment will proceed for the remaining scheduled time only and the full Appointment Fee applies.
8. Cancellation by Charlene
If Charlene needs to cancel an Appointment, she will provide as much notice as possible and will offer to reschedule at a mutually convenient time at no additional cost. Where circumstances allow, a telehealth Appointment may be offered as an alternative.
8. Package Appointments
If a Package Appointment is cancelled by the Client with insufficient notice under clause 9.1, a cancellation fee applies and that Package session is forfeited. If Charlene cancels a Package Appointment, the session is rescheduled at no additional cost.

1. HOME VISITS
9. Geographic Area
Charlene offers home visits to Clients within a 60-kilometre radius of 3 Rose Street, Yamanto QLD 4305. Home visits beyond this distance may be considered on a case-by-case basis and are subject to agreement of an appropriate travel fee.
9. Travel Fee
A travel fee of $2.50 per kilometre applies for home visits beyond 15 kilometres from Charlene's address in Yamanto. The estimated travel fee will be communicated to the Client and agreed upon before the Appointment is confirmed.
9. Home Visit Safety Requirements
The following conditions apply to all home visits:
3. pets must be secured away from the consultation space for the duration of the visit;
3. an adult must be accessible at the property during the visit;
3. the Client must advise Charlene in advance of any relevant safety considerations, including anyone in the home who is unwell, relevant access requirements, or parking arrangements; and
3. doors must remain accessible during the visit to allow safe exit if required.
9. Right to Decline or End a Home Visit
Charlene reserves the right to decline to enter a property or to end a home visit early if she has reasonable concerns about her safety or the safety of others. Where Charlene ends a visit early on safety grounds:
4. if the safety concern is not attributable to the Client, a pro-rata fee for the time attended applies and the Appointment will be rescheduled; and
4. if the safety concern is attributable to circumstances within the Client's control, the full Appointment Fee applies.

1. TELEHEALTH SERVICES
10. Platform
Charlene offers telehealth consultations via Microsoft Teams. Telehealth Appointments are suitable for antenatal education, follow-up consultations, and situations where an in-person visit is not possible or preferred.
10. Telehealth Check-In
A 30-minute Telehealth Check-In is available to existing Clients who have attended an Appointment within the preceding two weeks. The Telehealth Check-In is intended for general follow-up to confirm that the current plan is working and to make any minor adjustments. It is not suitable for the assessment of new or complex concerns.
10. Client Responsibilities
For telehealth Appointments, the Client is responsible for:
3. ensuring a stable internet connection and a suitable private space for the Appointment;
3. sending photos or videos of any relevant concerns to Charlene by email before the Appointment where applicable; and
3. ensuring they are available and ready to connect at the scheduled time.
10. Security Limitation
Charlene cannot guarantee the security of information transmitted via third-party telehealth or communication platforms. By using telehealth Services, the Client acknowledges and accepts this limitation.

1. HANDS-ON SERVICES AND PHYSICAL CONTACT
11. Nature of Physical Contact
Some of Charlene's Services involve hands-on physical assessment and support. This may include:
1. breast assessment and support with positioning and latch;
1. guidance and demonstration of hand expressing;
1. assessment for mastitis, breast infection, or oral thrush, including demonstration of breast massage;
1. weight checks for the baby;
1. neonatal and infant examination, including oral anatomy screening for tongue, lip, or buccal ties; and
1. infant positioning and handling to support feeding.
11. Consent to Physical Contact
All hands-on support is provided with the Client's consent, as confirmed in the Client Intake and Consent Form. The Client may withdraw consent to any physical assessment or hands-on support at any time during a consultation by advising Charlene.
11. Tongue Tie and Related Concerns
Where Charlene identifies or suspects a tongue tie, lip tie, or buccal tie, she will advise the Client of her findings and provide a referral to an appropriate practitioner for assessment and treatment. Charlene does not perform frenectomies or tongue tie releases. Following any such procedure performed by another practitioner, Charlene is able to assist with post-procedure wound cares and provide continued assessment and support for feeding.

1. FOLLOW-UP SUPPORT AND COMMUNICATION
12. Post-Consultation Follow-Up Messaging
Following the initial postnatal consultation, Charlene provides 48 to 72 hours of follow-up messaging support via SMS or email, included in the cost of the initial consultation. Follow-up messaging is available for:
1. confirming information discussed during the Appointment;
1. questions about follow-up Appointments; and
1. general reassurance about feeding progress.

If questions during the follow-up period become complex, or if a new concern arises that requires detailed assessment, Charlene will advise the Client that a new Appointment is appropriate and will assist the Client to book one.
12. Currency of Care Plans
Care plans and feeding plans provided by Charlene are tailored to the Client's specific circumstances at the time of consultation. A care plan does not constitute an ongoing clinical prescription and may need to be reviewed and updated if the Client's or baby's circumstances change materially between appointments. Clients are encouraged to contact Charlene or their healthcare provider if their situation changes before their next scheduled appointment.
12. Communication Outside Appointments
Outside the 48-72 hour post-consultation follow-up window, Charlene is happy to respond to booking enquiries and straightforward questions via email, SMS, or social media. Clinical questions and concerns that require professional assessment will be directed to a booked Appointment.
Charlene is not able to provide clinical advice through social media messaging platforms. For urgent clinical concerns, the Client should contact their GP, midwife, or emergency services, or contact Charlene directly to arrange a prompt Appointment.
12. Urgent Concerns Between Appointments
If a Client has an urgent concern between Appointments - such as signs of mastitis, significant pain, or concerns about the baby's feeding or weight - they should not delay seeking help. The Client should contact their GP, midwife, or paediatrician, or attend emergency services if the concern is serious.

1. PRIVACY AND CONFIDENTIALITY
13. Collection of Personal and Health Information
In the course of providing Services, Charlene collects personal and health information about the Client and the Client's baby. This information is sensitive information as defined by the Privacy Act 1988 (Cth) and is handled in accordance with the Australian Privacy Principles and Charlene's Privacy Policy. Charlene's full Privacy Policy is available at charlenepookIBCLC.com and on request. Information collected may include:
1. name, date of birth, contact details, and address of the Client;
1. the baby's name, date of birth, gestational age, birth history, and weight records;
1. medical history for the Client and baby, including diagnoses, medications, and allergies;
1. breastfeeding and feeding history;
1. details of the Client's primary healthcare providers;
1. consultation notes, care plans, and feeding records; and
1. photographs or videos shared by the Client or taken during consultations (where consent has been provided).
13. Storage of Client Records
Client records are stored securely in Charlene's practice management system (Cliniko) and Google Drive. Charlene takes reasonable steps to protect information from unauthorised access, loss, or disclosure.
Charlene uses third-party platforms including Cliniko, Microsoft Teams, and Google Workspace in the delivery of Services. These platforms may process or store information on servers located outside Australia, subject to the privacy laws of the relevant jurisdiction and their own privacy policies. By engaging Charlene's Services, the Client acknowledges that their information may be stored or processed overseas by these third-party platforms.
13. Use and Disclosure of Information
Client information is used only for the purpose of providing Services. Charlene will not disclose information to third parties except in the following circumstances:
3. to the supervising IBCLC (Jayne Viddler IBCLC) for professional supervision and case review, subject to professional confidentiality obligations;
3. to the Client's nominated healthcare providers, where the Client has consented to collaborative care or information sharing;
3. where required or authorised by law; or
3. in an emergency, where disclosure is necessary to protect the health or safety of the Client or their baby.
13. Communication Channels
Clients may share personal information with Charlene via email, SMS, Cliniko, and social media platforms including Facebook Messenger and Instagram DMs. Charlene cannot guarantee the security of information transmitted through social media platforms. Where possible, Clients are encouraged to use email or Cliniko for sensitive health information.
13. Access, Correction, and Retention
Client health records are retained for a minimum of 7 years from the date of last entry, or until the patient turns 25 years of age, whichever period is the longer, in accordance with the guidelines applicable to Charlene's AHPRA registration as an Endorsed Midwife. Following the expiry of the applicable retention period, records will be securely destroyed.
Clients have the right to request access to personal information held by Charlene and to request correction of any inaccurate information. Requests may be directed to Charlene at charlene.pook@outlook.com.
13. Notifiable Data Breaches
As a health service provider subject to the Privacy Act 1988 (Cth), Charlene is subject to the Notifiable Data Breaches scheme under Part IIIC of that Act. In the event of an eligible data breach that is likely to result in serious harm to affected individuals, Charlene will notify both the Office of the Australian Information Commissioner and the affected Clients as soon as practicable after becoming aware of the breach. Charlene will take all reasonable steps to contain and remediate any data breach.
13. Direct Marketing
Charlene will not use Client contact information for direct marketing purposes without the Client's prior consent. Where a Client has consented to receiving communications from Charlene (for example, newsletters or practice updates), they may withdraw that consent at any time by contacting Charlene at charlene.pook@outlook.com.
13. De-identified Information
Charlene may use de-identified clinical information (from which all identifying details have been removed) for the purposes of professional education, supervision, and practice development. De-identified information will not be used in any manner that could reasonably identify the Client or their baby.

1. PHOTOGRAPHY, VIDEO, AND USE OF IMAGES
14. Use of Client Images
Charlene may wish to use photographs or videos featuring the Client and/or the Client's baby for educational or promotional purposes on her website, Facebook, and Instagram. This will not occur without the Client's explicit, written, and opt-in consent.
14. Optional Consent
Consent to the use of photographs or videos is entirely optional. Providing or withholding consent has no effect on the Services provided to the Client or on any Fees payable.
14. Consent Form and Withdrawal
Specific consent options - including the platforms to be used, the nature of the content, and whether the purpose is educational, promotional, or both - are set out in the Client Intake and Consent Form. The Client may withdraw their consent at any time by notifying Charlene in writing.

1. INTELLECTUAL PROPERTY
15. Charlene's Materials
All feeding guides, care plans, handouts, and other written or digital materials prepared by Charlene and provided to the Client remain the intellectual property of Charlene Pook Lactation & Postnatal Support. These materials are provided for the Client's personal use only and may not be reproduced, distributed, or shared without Charlene's prior written consent.
15. Third-Party Materials
Where materials used or provided by Charlene originate from third parties, those materials are used in accordance with any applicable permissions and remain the property of the original rights holder.

1. HEALTH AND WELLBEING POLICIES
16. Illness Policy
If the Client, their baby, or any member of their household is unwell before an Appointment, the Client must contact Charlene as soon as possible. Where feasible, Charlene will offer a telehealth Appointment as an alternative. If a telehealth Appointment is not suitable, the Appointment will be rescheduled without a cancellation fee.
Similarly, if Charlene is unwell, she will provide as much notice as possible and will reschedule the Appointment promptly.
16. Urgent Clinical Concerns During Appointment
If Charlene identifies an urgent clinical concern during an Appointment - including signs of infection, mastitis, or concerns about the baby's health or feeding safety - she will advise the Client immediately and direct them to seek appropriate medical care. Where urgently required, this may include contacting emergency services.

1. LIMITATION OF LIABILITY
17. Cap on Liability
To the fullest extent permitted by law, Charlene's total liability to the Client in connection with the provision of Services under this Agreement is limited to the total Fees paid by the Client for the specific Service that gave rise to the claim.
17. Exclusion of Consequential Loss
To the extent permitted by law, Charlene excludes all liability for indirect, consequential, or special loss or damage arising from the provision of Services.
17. Australian Consumer Law
Nothing in this Agreement excludes, restricts, or modifies any right or remedy, or any guarantee, warranty, or other term implied or imposed by the Australian Consumer Law where it would be unlawful to do so. Where liability cannot be excluded, it is limited to the extent permitted by law.
17. Services Not a Substitute for Medical Care
Charlene's Services are provided as professional lactation and postnatal support. They are not a substitute for medical care. Charlene is not responsible for outcomes that arise from decisions made in reliance on care plans or information provided, where the Client has been specifically advised to seek medical care and has elected not to do so.
17. Feeding and Breastfeeding Outcomes
Charlene provides evidence-based professional lactation support with the aim of supporting the Client's individual feeding goals. However, Charlene cannot guarantee breastfeeding or feeding outcomes. Outcomes are influenced by a range of physiological, psychological, and circumstantial factors that are individual to each client and are beyond Charlene's control. Charlene's liability does not extend to outcomes arising from factors outside the scope of her professional services.
17. Reliance on Information Provided by Client
All clinical assessments, care plans, and advice are provided in reliance on the accuracy and completeness of information provided by the Client. Charlene is not liable for outcomes arising from clinical assessments or recommendations that are based on information provided by the Client that was inaccurate, incomplete, or misleading.

1. CONSUMER GUARANTEES
Our Services come with guarantees that cannot be excluded under the Australian Consumer Law. You are entitled to a replacement or refund for a major failure and compensation for any other reasonably foreseeable loss or damage. You are also entitled to have the Services resupplied if they fail to be of acceptable quality.

1. COMPLAINTS
19. Internal Complaints
Charlene is committed to providing the highest quality of care. If you have a concern or complaint about the Services you have received, please contact Charlene directly in the first instance:
1. email: charlene.pook@outlook.com; or
1. phone: 0422 972 679.
19. External Complaints
If your concern is not resolved to your satisfaction, you may contact the relevant regulatory body as set out in clause 2.4.

1. DISPUTE RESOLUTION
20. Good Faith Negotiation
If a dispute arises in connection with this Agreement, both parties agree to attempt to resolve it through good-faith discussion before commencing formal proceedings.
20. Mediation
If a dispute cannot be resolved by negotiation within 14 days of one party notifying the other of the dispute, either party may refer the matter to a mediator agreed between the parties, or to mediation facilitated by an appropriate body in Queensland.
20. Urgent Relief
Nothing in this clause prevents either party from seeking urgent injunctive or declaratory relief from a court of competent jurisdiction where necessary.

1. GOVERNING LAW AND JURISDICTION
This Agreement is governed by the laws of Queensland, Australia. Each party submits to the non-exclusive jurisdiction of the courts of Queensland and any courts competent to hear appeals from those courts.

1. VARIATION
Charlene may update this Agreement from time to time. Where changes are material, the Client will be notified before their next Appointment and given the opportunity to review the updated terms. Continued engagement of Charlene's Services following notification of a material change constitutes acceptance of the updated Agreement.

1. ENTIRE AGREEMENT
This Agreement, together with the Client Intake and Consent Form, Charlene's Privacy Policy, and any other document expressly incorporated by reference, constitutes the entire agreement between the parties with respect to its subject matter and supersedes all prior representations, negotiations, and understandings.

EXECUTION

By signing below, the Client confirms that:
1. they have read and understood this Agreement;
1. they agree to be bound by its terms; and
1. where the Client is booking on behalf of another person, they have authority to agree to these terms on that person's behalf.

	Click or tap here to enter text.
Signed by Client

Print name: _Click or tap here to enter text.
________________________
Date:Click or tap to enter a date. 
_________________________
	Click or tap here to enter text.
Signed by Charlene Pook

Print name: Click or tap here to enter text.
_________________________
Date:Click or tap to enter a date.
 _________________________




SCHEDULE 1 - SERVICE DESCRIPTIONS

1. ANTENATAL CONSULTATIONS
1.1  Antenatal Consultation (In-Home) - 90 minutes - $280.00 (GST incl.)
A comprehensive in-home antenatal consultation covering:
1. discussion of previous breastfeeding journeys and any complications;
1. ideal birth plans and initiation of breastfeeding;
1. preparing for the upcoming breastfeeding journey;
1. normal newborn behaviours and when and how to seek help;
1. learning newborn feeding cues;
1. breast assessment and discussion;
1. hand expressing techniques (may be practised together if over 37 weeks gestation);
1. when and how to use colostrum; and
1. how a partner or support person can help.
1.2  Antenatal Consultation (In-Home) - 60 minutes - $170.00 (GST incl.)
An in-home antenatal consultation covering the essentials of preparing for breastfeeding:
1. preparing for the upcoming breastfeeding journey and initiating breastfeeding;
1. normal newborn behaviours and when and how to seek help;
1. learning newborn feeding cues;
1. breast assessment and discussion;
1. hand expressing techniques (may be practised together if over 37 weeks gestation);
1. when and how to use colostrum; and
1. how a partner or support person can help.
1.3  Antenatal Telehealth Consultation - 60 minutes - $150.00 (GST incl.)
A telehealth antenatal consultation via Microsoft Teams covering:
1. preparing for the upcoming breastfeeding journey and initiating breastfeeding;
1. normal newborn behaviours and when and how to seek help;
1. learning newborn feeding cues;
1. hand expressing techniques; and
1. how a partner or support person can help.

2. POSTNATAL CONSULTATIONS
2.1  Initial Postnatal Consultation (In-Home) - 90 minutes - $280.00 (GST incl.)
A comprehensive in-home postnatal consultation including:
1. comprehensive parent and infant history;
1. review of birth events, early feeds, and current concerns;
1. visual assessment of latch, positioning, and infant behaviour;
1. guided adjustments to positioning and attachment;
1. observation of a full feeding (breast, chest, or bottle);
1. screening for oral anatomy concerns (tongue mobility, palate shape, and suck patterns);
1. parent wellbeing check (pain, bleeding, mood, sleep, and recovery);
1. pumping guidance if needed (flange fit via visual cues and pump settings education);
1. tailored feeding plan emailed following the session;
1. safety guidance regarding mastitis red flags, dehydration, and jaundice concerns;
1. baby weight check; and
1. general postnatal assessment available up to 6 weeks postpartum in Charlene's capacity as an Endorsed Midwife.
2.2  Follow-Up Postnatal Consultation (In-Home) - 60 minutes - $170.00 (GST incl.)
A follow-up home visit to track progress against the feeding plan established at the initial consultation, make adjustments as needed, and address any new or ongoing concerns.

3. TELEHEALTH CONSULTATIONS
All telehealth consultations are conducted via Microsoft Teams. Clients are encouraged to send photos or videos of concerns to Charlene by email before the Appointment. An individualised feeding plan is provided by email following the consultation.
3.1  Telehealth Consultation - 60 minutes - $150.00 (GST incl.)
A standard telehealth consultation suitable for remote clients and follow-up care, including:
1. review of birth events, early feeds, and current concerns;
1. visual assessment of latch, positioning, and infant behaviour;
1. parent wellbeing check (pain, bleeding, mood, sleep, and recovery);
1. pumping guidance if needed; and
1. safety guidance regarding mastitis red flags, dehydration, and jaundice concerns.
3.2  Telehealth Check-In - 30 minutes - $85.00 (GST incl.)
Available to existing Clients who have attended an Appointment within the preceding two weeks. A brief follow-up to confirm the current feeding plan is working and to make any minor adjustments if required. Not suitable for the assessment of new or complex concerns.

4. PACKAGES
4.1  The Fourth Trimester Package - Fee to be confirmed
Includes: initial postnatal consultation, two follow-up consultations, and feeding plan updates. All Package conditions in clause 7 apply.
4.2  The Feeding Journey Package - $550.00 (GST incl.)
Includes: antenatal consultation (60 minutes), initial postnatal consultation (90 minutes), and two follow-up consultations (60 minutes each). All Package conditions in clause 7 apply.
4.3  The Newborn Nest Package - $550.00 (GST incl.)
Includes: three home visits over two weeks comprising one 90-minute initial postnatal consultation and two 60-minute follow-up consultations, feeding and settling support, and a parent wellbeing check. Subject to availability. All Package conditions in clause 7 apply.


SCHEDULE 2 - CLIENT DETAILS

	Full Name:                       Click or tap here to enter text.
_______________________________________________

Date of Birth:                   Click or tap to enter a date.
_______________________________________________

Address:                          Click or tap here to enter text.
_______________________________________________

Phone:                             Click or tap here to enter text.
_______________________________________________

Email:                              Click or tap here to enter text.
_______________________________________________

Baby's Name:                  Click or tap here to enter text.
_______________________________________________

Baby's Date of Birth:       Click or tap here to enter text.
_______________________________________________

Primary Healthcare          Click or tap here to enter text.
_______________________________________________
Provider:                           Click or tap here to enter text.

Emergency Contact          Click or tap here to enter text.
_______________________________________________
Name and Number:        Click or tap here to enter text.
Click or tap here to enter text.
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