TE KAHU RONGOĀ
Cancellation & Appointment Policy

Respecting Your Time & Ours
At Te Kahu Rongoā, appointments are reserved especially for you. Our cancellation policy helps us manage appointment availability fairly, respect the time of our practitioners, and provide opportunities for other clients to receive care.
We understand that circumstances can change. If you need to change or cancel your appointment, please let us know as soon as possible.

1. Cancelling or Changing Your Appointment
We kindly ask that you provide at least 24 hours' notice when cancelling or rescheduling an appointment.
Appointments can be cancelled or rescheduled through the booking system, or by contacting Te Kahu Rongoā directly.
Where possible, we will work with you to find another suitable appointment time.

2. Late Cancellations
A cancellation made less than 24 hours before your appointment may be considered a late cancellation.
A late-cancellation fee applies where the appointment cannot reasonably be filled by another client.
Late cancellation fee: 100% of the scheduled service fee.
The fee may be waived where there are genuine exceptional circumstances, at the discretion of Te Kahu Rongoā.





3. No-Show Appointments
A no-show is when a client does not attend their scheduled appointment and has not contacted Te Kahu Rongoā beforehand.
A no-show fee of up to 100% of the scheduled service fee may apply.
Repeated no-shows may result in future appointments requiring payment or a deposit at the time of booking.

4. Arriving Late
Please arrive on time for your appointment.
If you arrive late, your treatment may need to be shortened so that we can maintain the schedule for other clients. The full appointment fee will still apply.
If you are significantly delayed, please contact us as soon as possible so we can discuss the available options.

5. If You Are Unwell
If you are experiencing symptoms of an infectious illness or are otherwise unwell, please contact us before attending your appointment.
Where appropriate, we may recommend that your appointment be rescheduled to protect your wellbeing, our practitioners, and other clients.
We encourage you to contact us as early as possible rather than attending while unwell, as that will result in cancellation of your appointment. 

6. Children & Accompanied Clients
Where an appointment is booked for a child or another person requiring a support person or guardian, the person responsible for the booking is responsible for ensuring that the client attends at the scheduled time.
Our standard cancellation policy applies unless otherwise agreed.

7. ACC Appointments
For ACC-funded appointments, cancellation and non-attendance arrangements may differ depending on the requirements of the relevant ACC service, referral, contract or funding arrangement.
Where an ACC appointment is missed or cancelled late, Te Kahu Rongoā will follow the applicable ACC requirements.
Clients will not be charged a private cancellation fee where doing so would be inconsistent with applicable ACC requirements.

8. Emergency or Exceptional Circumstances
We understand that emergencies and unexpected circumstances happen.
If you are unable to attend because of an emergency, bereavement, family circumstances or another serious situation, please contact us as soon as reasonably possible.
We will consider the circumstances respectfully and may waive a cancellation fee where appropriate.

9. Deposits & Prepayments
Where a deposit or prepayment is required, this will be clearly communicated at the time of booking.
Any applicable refund, transfer or forfeiture of a deposit will be handled in accordance with the booking terms provided to you.

10. Repeated Cancellations or No-Shows
Where a client repeatedly cancels at short notice or does not attend appointments, Te Kahu Rongoā may:
* require a deposit or prepayment for future appointments;
* limit advance bookings;
* discuss alternative appointment arrangements; or
* decline future bookings where appropriate.
· 
Any decision will be communicated respectfully and, where possible, with an opportunity to discuss the circumstances.

11. Cancellation by Te Kahu Rongoā
On occasion, Te Kahu Rongoā may need to cancel or reschedule an appointment due to practitioner illness, an emergency, unforeseen circumstances, or other reasons affecting the safe delivery of care.
Where this occurs, we will provide as much notice as reasonably possible and offer an alternative appointment where available.
No cancellation fee will apply when an appointment is cancelled by Te Kahu Rongoā.

12. Our Commitment
Our cancellation policy exists to support a fair and respectful booking system for everyone.
We recognise that life can be unpredictable and aim to apply this policy with manaakitanga, fairness and understanding, while also protecting the time required to provide quality care.
By booking an appointment with Te Kahu Rongoā, you acknowledge that you have read and understood this Cancellation & Appointment Policy.
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