
 

 

Cancellation and Absenteeism 
Policy 

November 
2022 

 

  Page 1 of 3 

 

Purpose 
To provide clear guidelines of CPEC’s cancellation and absenteeism principles and the associated 

fees for participants and their families. 

  

Policy  
The CPEC Board endorses the principles of having short notice cancellation obligations in order to: 

 Provide clear guidelines for participants and their families; and 

 Maximise the utilisation of staff members;  

Thereby, reducing expenses to both the participant and CPEC. 

 

The definition of short notice cancellation is if the participant: 

 Does not show up for a scheduled support within a reasonable time, or is not present at the 

agreed place and within a reasonable time when the provider is travelling to deliver the 

support; or 

 Has given less than seven (7) clear days’ notice for a support. 

 

If these conditions are met, CPEC is able to claim 100% of the agreed fee associated with the activity 

from the participant’s plan, subject to the NDIS Pricing Arrangements and Price Limits and the terms 

of the service agreement with the participant. 

 

For supports delivered to a group of participants, if a participant cancels their attendance and if 

CPEC is unable find another participant to attend the group session in their place then, if the other 

requirements for a short notice cancellation are met, CPEC is able to bill the participant who has 

made the short notice cancellation at the previously agreed rate that they would have billed if the 

participant had attended the group.  All other participants in the group should also be billed as 

though all participants had attended the group. 

 

CPEC can only claim from a participant’s plan for a Short Notice Cancellation of the delivery of a 

support item to the participant if all of the following conditions are met: 

 The NDIS Pricing Arrangements and Price Limits indicates that providers can claim for Short 

Notice Cancellations in respect of that support item; and 

 The proposed charges for the activities comply with the NDIS Pricing Arrangements and Price 

Limits; and 

 The provider has the agreement of the participant in advance, that is, the service agreement 

between the participant and provider should specify that Short Notice Cancellations can be 

claimed; and 

 CPEC was not able to find alternative billable work for the relevant staff member and are 

required to pay the staff member for the time that would have been spent providing the 

support. 

 

Where there is a medical or family emergency within the 7 day cancellation period, the family can 

discuss the situation with the CEO for billing consideration.   It is recommended that a medical 
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certificate be obtained and provided to support a medical emergency impacting the attendance at a 

scheduled appointment. 

 

To assist participants and families 2 Short Message Service (SMS) reminders will be sent to the 

participant/family’s mobile phone number: 

 The first SMS 9 days prior to the service delivery; and 

 The second SMS 3 days prior to the service delivery. 

 

These reminders are to assist the participant/family in the planning of the upcoming week and 

enable CPEC to consider alternative work where the participant/family is unable to attend the 

appointment. 

 

Procedure 

NDIS Procedure 

CPEC states its Short Notice Cancellation (or no show) requirements in every Participant’s Service 

Agreement. 

 

Claims for a short notice cancellation should be made using the same support item as would have 

been used if the support had been delivered, using the “Cancellation” option in the NDIS myplace 

portal. 

 

Note: There is no hard limit on the number of short notice cancellations (or no shows) for which 

CPEC can claim in respect of a participant.  However, CPEC has a duty of care to their 

participants and if a participant has an unusual number of cancellations, then CPEC should 

seek to understand why they are occurring.  The NDIA will monitor claims for cancellations 

and may contact CPEC who have a participant with an unusual number of cancellations. 

 

Participant Information and Procedures 

Booked Appointments 

 CPEC requests that the Participant arrives promptly and attend all sessions booked.  

 If the Participant cancels their appointment on “short notice” or fails to attend an appointment 

without notice, and CPEC cannot find alternate billable work for the relevant therapist for the 

cancelled time period, CPEC will charge a cancellation fee of 100% of the price of the cancelled 

appointment(s).   

Note:  

 “Short notice” is defined as the Participant providing less than seven (7) clear day’s notice 

of the cancellation.  

 Cancellation fees may be waived by the CEO for a family medical or family emergency.  A 

medical certificate is required to support a family medical emergency situation. 

 Under these circumstances CPEC, where possible encourages participants to utilise the 

therapists booked time to complete non-direct tasks, such reports and assistive technology 

applications.  



 

 

Cancellation and Absenteeism 
Policy 

November 
2022 

 

  Page 3 of 3 

 

 To assist participants and families 2 Short Message Service (SMS) reminders will be sent to the 

participant/family’s mobile phone number: 

 The first SMS 9 days prior to the service delivery; and 

 The second SMS 3 days prior to the service delivery. 

 The timing of these SMS reminders will enable CPEC to consider alternative work when the 

participant/family advises that they will not be able to attend the appointment due to another 

commitment. 

 

No Show  

Where the Participant fails, without notice, to keep the scheduled appointment, or arrive within 

reasonable time, CPEC will make reasonable efforts to contact the Participant to determine if there 

is an additional problem, such as an accident or medical situation.  

 

Repeated Absenteeism  

 In the case of repeated cancellations or absenteeism, defined as when the Participant cancels 

or short notice or does not show up to an appointment 5 times within a three month period, 

CPEC will contact the Participant to clarify expectations of Support provision.  

 If no contact is possible or if discussions fail to achieve a reasonable solution for Support 

provision, CPEC has the right to end any existing Service Agreement and refuse any further 

Support requests.  


