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1. Policy Statement

The Warner Health and Wellness Centre (the Centre) is committed to providing timely, high-quality care to all patients.
Appointment times are reserved exclusively for the patient who books them, and a missed or late-cancelled
appointment means that time cannot be offered to someone else who needs it. To ensure appointments remain

available for all patients, we require patients to provide at least 24 hours' notice if they need to cancel or reschedule.

Appointments that are cancelled at short notice, or not attended at all, may be charged at the full cost of the scheduled
consultation. All patients are advised of this policy at registration and are asked to acknowledge it as part of the New

Patient Registration form. By booking an appointment with the Centre, patients accept the terms of this policy.

We aim to apply this policy in a way that is strict, fair and consistent, while recognising that genuine extenuating

circumstances do occur and will be considered on a case-by-case basis.

2. Purpose
The purpose of this policy is to:
e Maximise the availability of appointments so that more patients can be seen in a timely manner.

e Reduce the clinical and financial impact of missed and late-cancelled appointments on the Centre and other
patients.

e  Support continuity of care and better health outcomes through consistent attendance.
e Foster a culture of mutual respect between patients, practitioners and staff.

e Set out clear, transparent and consistent rules so that all patients are treated fairly and know what to expect.

3. Scope

This policy applies to all appointments at the Warner Health and Wellness Centre. It applies to all patients and clients

of the Centre and to all practitioners and administrative staff involved in scheduling and managing appointments.

4. Definitions

Adequate notice: Cancellation or rescheduling at least 24 hours before the appointment time (or at least 72 hours
before a Monday appointment, given the weekend; and at least 3 hours before a GP consultation — see Section 5).

Late cancellation / short-notice cancellation: A cancellation made with less than the required notice period.

No show / Failure to attend / Did Not Attend (DNA): Failure to attend a booked appointment without any prior notice
to the Centre.

Late arrival: Arriving after the scheduled start time of an appointment.
Full consultation fee: The standard, full fee for the type of consultation that was booked (not a reduced or fixed

administrative fee).
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Business hours: The Centre's standard opening hours as published at reception and on the Centre website.

5. Responsibilities
Patients are responsible for:
e Attending booked appointments or providing adequate notice if they need to cancel or reschedule.
e Arriving on time for their appointment.
e Paying any cancellation or non-attendance fees that apply.
o Keeping their contact details up to date so the Centre can send reminders and confirmations.
Administrative / reception staff are responsible for:
Advising patients of this policy at registration and obtaining acknowledgement via the New Patient Registration form.
Sending appointment reminders where practicable.
Recording cancellations, late arrivals and non-attendances accurately.
Applying fees consistently and fairly, and collecting outstanding payments before rebooking.
Escalating repeated non-attendance and disputed fees to their Manager
Practitioners are responsible for:
e Supporting consistent application of the policy.

¢ |dentifying patients who may need additional support to attend appointments and notifying administrative staff
where appropriate.

e Exercising clinical judgement when extenuating circumstances are raised.

6. Policy Details

6.1 Notice requirements

Patients are asked to provide as much notice as possible when cancelling or rescheduling. The minimum notice
periods are:

Allied health and general appointments: at least 24 hours before the appointment.

Monday appointments: at least 72 hours (i.e. notice by the preceding Friday), as the Centre is closed over the

weekend.
6.2 Late cancellations

Appointments cancelled with less than the required notice may incur a cancellation fee of up to the full cost of the

scheduled consultation.

6.3 No shows (failure to attend)
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Failure to attend an appointment without notice ("no show") may result in the full consultation fee being charged.
6.4 Late arrivals

If you arrive late for your appointment, it may need to be shortened or rescheduled to avoid delays for other patients.
Where an appointment is significantly shortened or cannot proceed because of a late arrival, the Centre may apply a

fee in line with this policy.
6.5 NDIS and aged care funded clients

For NDIS or aged care funded participants, a Did Not Attend (DNA) or short-notice cancellation may be charged up to
the full cost of the scheduled service, in accordance with the current Pricing Arrangements and Price Limits. Where a
charge cannot be claimed from the participant's funding, the participant will be required to pay the fee directly to the

Centre.
6.6 Repeated non-attendance

Where a patient fails to attend or cancels at short notice on three occasions, the Centre reserves the right not to offer

further appointments. This protects appointment availability for other patients and supports continuity of care.
6.7 Outstanding fees

Any missed appointment or cancellation fees must be paid before future appointments can be booked. Outstanding
fees are payable at the time of the next consultation or before the next appointment is scheduled, whichever comes

first.
6.8 Patient notification

All patients are informed of this policy at the point of registration and are asked to acknowledge it within the New

Patient Registration form. A copy of this policy is available at reception and on request.
6.9 Extenuating circumstances

We recognise that genuine emergencies and extenuating circumstances can prevent attendance or timely notice.
Such situations will be considered fairly and on a case-by-case basis, and the Centre may waive or reduce a fee at its

discretion. Patients are encouraged to contact reception as soon as possible if such circumstances arise.

Policy Category Centre Management

Authorised by Anna Howard, CEO

Date adopted 01/06/2026 |Last Review Date N/A
Version 1.0

Next review date: 01/06/207

Page 30of 3



