
 

 

 

APPOINTMENT COMMUNICATION POLICY 
Purpose: 

This policy was written to ensure clear communication between service users (yourself or your loved 
ones) and service providers (The Base Health, your clinician/s, other service providers operating 
outside of The Base Health).  

Consideration: 

Engaging in therapy or other services is a commitment for both yourself and your service provider/s. 
We understand that at times this commitment can be hard to maintain. We also understand that 
sometimes circumstances require plans to change at short notice. Let’s face it, at times life just 
happens! 

However, when an appointment is booked and an individual or family doesn’t attend, it means that 
they miss out on the support, we as the service provider miss out on providing support, and 
someone else seeking support doesn’t have the opportunity to use the time that would otherwise 
have been available. And that’s disappointing for many people. 

Part of our commitment is that we’ll do our best to communicate any changes with as much notice 
as possible and would only cancel an appointment last minute in extenuating circumstances. We 
respectfully ask the same of you.  

We consider it our responsibility to weigh up our availability as the service provider to offer a service 
and to be well prepared for your scheduled appointments. We kindly ask that you also consider your 
competing commitments and responsibilities to decide if the appointment time booked will suit you 
and/or your family, and that once booked, you will be committed to attending. If there are known 
barriers to attending, please chat about that with us when booking or during an appointment and 
we will happily support you to problem solve this.  

  

Booking Policy 

In order to book an appointment, we require where applicable: 

o Your contact information 
o Doctor referral (if applicable) 
o Medicare details (if applicable) 
o Billing information – Please note no appointment can be booked or confirmed without your 

billing information on file.  



 

 

 
Consent to service and this communication policy will be emailed after booking for electronic 
signature. In the event you are unable to sign electronically, verbal consent is acceptable until the 
first appointment when a paper copy will be provided for signature. 
 
If you are a recipient of NDIS funding and you are self-managed, you may be able to claim paid 
invoices on your NDIS plan. Go to the NDIS website for more information and self-management 
claim forms. 
 
Fees 
 
Your credit card details will be taken at the time of booking and you will be billed on the day of the 
appointment. Any reimbursements from Medicare will be processed or invoiced at the same time.  

You are welcome to reschedule and cancel your appointments where needed if your circumstances 
change and you no longer can or want to attend that appointment.  

We take a practical approach to appointments. Where possible we will offer phone, video, and in 
person appointments to help with accessibility. There is no charge for changing an appointment 
between mediums. 

 Full appointment fee is billed at the time the appointment takes place. Rebates (where 
applicable) are processed at the same time, once the appointment has been attended.  

 Cancellation or rescheduling (One weeks’ notice): 5 full business days or more in advance 
will not be charged.  

 Cancellation or rescheduling less than one week (5 business days in advance) will incur a 
50% fee that will be charged at the time of the appointment. We will endeavour to have 
someone else fill the appointment slot, and if we are able to this you will not be charged. 

 Cancellation or rescheduling within 48 hours (business days only) will incur the full fee. If 
the appointment is not filled the full fee will be charged at the time the booked appointment 
was to take place. Unfortunately, rebates can only be processed if the appointment has 
been attended. 

 

Rescheduling, Cancellation, and Non-attendance 

We will always endeavour to have the appointment utilised by someone waiting on our cancelation 
or waiting list. This is only possible if we are provided enough notice to offer the appointment to the 
next person waiting. Unfortunately, If we are not notified of your non-attendance we do not have 
the opportunity to fill the appointment and you will be changed the full appointment fee. We will 
not charge you a fee in the event an appointment is filled regardless of timeframe of notice.  

In the event a fee is due and the transaction was unsuccessful we will communicate that with you. 
We will not be able to book and confirm another appointment for you until this has been completed. 
If there are extenuating or financial circumstances please contact us to discuss the matter further. 
We are in the mental health business, and while it is a business that supports both the community 
and that needs to be sustainable for everyone involved including the clinicians, we are also 
interested in improving communication and access to services where possible.  

 



 

 

Extenuating circumstances 

We understand that life happens and in extenuating circumstances waving the full or partial amount 
of the fee may be applicable at the discretion of the clinician and/or practice management team.  

Communication and cancellation process 

Please ensure that you inform us of changes in your contact details or circumstances regarding your 
appointments at The Base Health. This can be done via telephone on 02 4963 1387; email 
admin@thebasehealth.com.au or in person to either admin or clinical staff.  

Covid-19 and Transition to Telehealth 

If you have any symptoms of Covid-19, have been told to self-isolate or are waiting for Covid-19 test 
results we can arrange for a telehealth appointment. 

If you do not wish to transfer to telehealth then the above cancellation policy will still apply. 

If your clinician has transitioned to telehealth you will be given as much notice as possible by email 
and sms to agree to make this transition. If you do not wish to make this transition, we may not be 
able to reschedule another appointment until the clinician’s situation changes.  

If you do not inform us that you do not want to transition to telehealth this will be considered a 
nonattendance and the full fee will apply. 

Has there been anything we haven’t covered? 

We have tried to write this policy as clearly and as briefly as possible in the hope that we work well 
together to maintain good communication and usage of the services on offer. If there is anything 
that you would like clarified or to discuss please mention this to your service provider or our admin 
team so that we can work towards better understanding together. Your feedback is always 
appreciated.  

 

 
 


