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Our Cancellation Policy

We understand that life is full of surprises, and schedules can change. That's why
we kindly request your cooperation with our cancellation policy, which helps us to
continue providing high-quality care and fair access to all our clients.

Why a Cancellation Policy?
« Maximising Care: Short-notice cancellations often mean lost opportunities
for care—both for you and for others.
e Preparation is Key: Our clinicians invest time in crafting personalised plans
for each appointment to ensure you receive the best possible care.
« Fairness Matters: We strive to accommodate everyone fairly and
appreciate your help in making that possible.

Avoiding Cancellation Fees

« Short Notice Cancellation- : Please provide 2 clear business days if you
need to cancel or reschedule. This is in line with the NDIS Pricing
Arrangements v1.3 and allows us to offer your time slot to someone else in
need.

e Last-Minute Changes: Cancellations or requests to reschedule within 2
clear business days may incur charges equivalent to the full session fee.
Should the last-minute changes incur travel expenses for the clinician
these will be billed accordingly.

Health Comes First
» Stay Safe: If you or your carer are unwell, we ask that you refrain from
attending the therapy site in line with our health guidelines. Charges for the

session may still apply.

Special Notes for Funded Clients
« NDIS Clients: We adhere to the NDIS payment guidelines regarding
cancellation fees. Please visit the NDIS Price Guide for more information.

e Agency Funded Clients: For clients with agency funding, ACT Group may
need to utilise your funded hours to cover short-notice cancellations.
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Consistent last-minute cancellations may prompt us to discuss the best
way forward with your service agency.

Thank you for your understanding and cooperation. We're here to support you
and ensure that our services are delivered with respect and care for all our clients.
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