CANCELLATION AND PAYMENT POLICY
WHY WE HAVE A 48-HOUR CANCELLATION POLICY

Maintain Independence is a small, appointment-based business. When an appointment is
cancelled at short notice or missed, it is often impossible for us to offer that time to another
client.

Providing at least 48 hours’ notice gives us a reasonable opportunity to offer the appointment to
somebody who may be waiting. This policy helps protect the time reserved especially for you
while allowing us to continue providing a reliable service to all our clients.

PAYMENT AND SECURING YOUR APPOINTMENT
Appointments must normally be paid for in full in advance to secure the booking.

On rare occasions, and at the therapist’s discretion, an appointment may be reserved without
advance payment, with payment due on the day of treatment.

If your appointment has been reserved without advance payment and you cancel with less than
48 hours’ notice or fail to attend, the full appointment fee will still be payable.

Any outstanding cancellation or missed-appointment fee must be paid before another
appointment can be booked. Maintain Independence may decline further bookings while an
outstanding balance remains unpaid.

CANCELLING OR RESCHEDULING AN APPOINTMENT
Please provide at least 48 hours’ notice if you need to cancel or rearrange your appointment.

¢ More than 48 hours’ notice: Your payment can be transferred to another suitable appointment
or refunded.

¢ Less than 48 hours’ notice: The payment is non-refundable and the full appointment fee will
remain payable.

¢ Failure to attend: If you do not attend and have not contacted us, your payment will be
retained or the full appointment fee will be charged.

PACKAGE APPOINTMENTS

If an appointment booked as part of a treatment package is cancelled with less than 48 hours’
notice or missed without notice, that appointment will be deducted from the package.

Package appointments remain subject to any separate expiry dates or conditions stated when
the package is purchased.

LATE ARRIVALS

If you arrive late, we will do our best to provide as much of your appointment as possible.
However, your treatment time may need to be shortened to avoid delaying the next client.

The appointment will still finish at its scheduled time, and the full appointment fee will remain
payable.

ILLNESS



Please do not attend the clinic if you have a fever, contagious illness or symptoms that could
place other clients or practitioners at risk.

Contact us as soon as possible if you become unwell. The cancellation policy will still apply,
although genuine and exceptional circumstances may be considered individually.

EMERGENCIES AND EXCEPTIONAL CIRCUMSTANCES
We understand that genuine emergencies and unexpected circumstances can occur.

Any decision to waive a cancellation fee, transfer a payment or reinstate a package appointment
will be considered individually and remains at the discretion of Maintain Independence.
Previous exceptions do not change or replace this policy for future appointments.

CANCELLATIONS BY MAINTAIN INDEPENDENCE

On the rare occasion that Maintain Independence needs to cancel your appointment, you will
be offered an alternative appointment or a full refund of the appointment fee paid.

CONTACTING US

To cancel or rearrange an appointment, please contact Maintain Independence as soon as
possible:

Telephone: 01270 417700

Please leave a voicemail if we are unable to answer. The time your message is received will be
used when applying the 48-hour notice period.

AGREEMENT

By booking an appointment with Maintain Independence, you confirm that you have read,
understood and agreed to this Cancellation and Payment Policy.
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