Cancellation policy

Parents, Carers and People we support
In the first instance please try and give us as much notice as possible to any changes and cancellations that affect you or your family member’s sessions. If you cancel a session within 24 hours for any reason you will still be charged for the planned session.

In the instance that it becomes a regular occurrence that sessions are being cancelled we would have to look closely at the situation to see if there is anything we can do to support you or your family situation to ensure our service is working for you.

All changes and cancellations should be made through the on-call phone, on the number 07950870131.

If we cancel a shift, we will endeavour to give you as much notice as possible and always try to cover the hours, this may not always be possible.

If you want to end the use of our service, we ask that you give us 28 days’ notice. If we need to end our support for you, we will give you 28 days’ notice as well. There may be extenuating circumstances in which case we would always discuss this with you. 

Sessions cancelled due to 'events that occur through natural causes and could not be avoided through the use of caution and preventative measures'. E.g. flooding, storms or high winds. We will use common sense and discretion when implementing this. 
If this occurs all sessions will be cancelled regardless of notice and the hours will not be charged.

Sessions cancelled due death or hospitalisation
In this instance we will only charge for 3 days after we are notified of the passing and date of admittance.
If you or your family member is hospitalised we will be offered the Package of Care again on return home, we would endeavour to pick this support up again for you.
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