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1. Policy Statement

This policy sets out clear expectations for how therapy appointments, sensory gym sessions,
and external training engagements are scheduled, attended, cancelled, and followed up. It
ensures high-quality care, fairness to all clients and participants, and efficient use of
resources. It also supports staff wellbeing through planned, predictable working practices.

2. Scope
This policy applies to:

e Clients (children, young people, adults, and families)
e Parents/carers or professionals supporting clients
e All staff involved in scheduling or delivering therapy, sessions, or training

3. Types of Services Covered
Services may occur at The Sensory Hive centre, in homes, schools, or other agreed settings:

a. Therapy Services (Occupational Therapy, Other Therapies, Rebound Therapy)

e Occupational Therapy and/or other Therapy Appointments: Assessments and
Interventions (one-to-one or groups), which may be delivered in various settings.
Rebound Therapy Sessions: Delivered on-site, one-to-one.

Reviews and Multi-Agency Meetings: Held in person or virtually, as required.

b. Public Sensory Gym Sessions
e Non-clinical, play-based sessions held at the centre, and supervised by a responsible
adult.
e While not therapist-led, these sessions are subject to the terms for attendance and
cancellation outlined in this policy.

¢. Training and Workshops Booked by External Organisations
e Training Events: Including workshops, CPD sessions, or staff/parent training
delivered on-site, off-site, or virtually. Once booked, cancellation terms apply and
may incur charges.

4. Scheduling

e Therapy appointments are scheduled based on clinical priority, service availability,
and logistical requirements.
Sensory gym sessions are booked by the public using our online booking system.
Training events are booked via communication with a senior staff member and are
agreed by the Director.

e Confirmations for all appointments and sessions are sent via email, SMS, or printed
cards.
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e Reminders (2448 hours in advance) are sent where possible.
e Access needs should be shared during booking.

5. Attendance Expectations

Clients must attend therapy appointments on time.

Children must be accompanied unless prior consent arrangements are made.
Arrivals 15+ minutes late may be shortened or cancelled at the therapist’s discretion.
Persistent lateness may trigger a service review.

6. Cancellations or Non-Attendance for Therapy Services and Training

a. Notice Periods

Notice Given Outcome
More than 48 hours Can be rescheduled without penalty.
24-48 hours May be rescheduled but recorded for attendance
monitoring.
Less than 24 hours / No- Marked as Did Not Attend; 50% fee charged (if self-
show funded).

b. Third Party Funded Appointments

e If an appointment is funded by a third party (e.g., NHS, Local Authority, school, or
other commissioner), it will still be counted as an allocated appointment if missed or
cancelled.

e The Sensory Hive will notify the commissioner of all cancellations, non-attendance,
or disengagement. The commissioner, together with The Sensory Hive's Directors
and Therapists, will determine the appropriate next steps, which may include
continuation, review, or discharge.

C. Repeated Non-Attendance
e Two consecutive no-shows or three short-notice cancellations may trigger a service
review.

e The client may be paused or discharged if:
o There is poor engagement
o Attendance impacts progress
o The appointment slot is better used for someone on the waiting list

e Attempts will be made to contact the family before discharge.

The Sensory Hive LTD/Appointments, Cancellations & Attendance Policy/V1



7. Cancellations or Non-Attendance for Sensory Gym Services

a. Notice Periods for Public Sensory Gym Sessions Purchased (including Barber and other

Events)

Notice Given Outcome
More than 24 hours Ticket may be refunded or transferred to another session
24-48 hours Ticket may be transferred to another session
Less than 24 hours / Ticket marked as Did Not Attend.
No-show No refunds or transfers will be offered, except at the
discretion of a manager and in exceptional circumstances.

b. Notice Period for Parties (and other Private Hire Events)

e A non-refundable deposit of £100 is required to secure a booking.

e The remaining balance must be paid 5 working days before the party/session date.

e Deposit will only be refunded at the discretion of a manager and in exceptional
circumstances.

8. Cancellation by The Sensory Hive

e Appointments, sessions, or training events may be cancelled due to illness,
emergencies, or venue issues.
Notice will be given as early as possible, and rebooking will be arranged.
Alternate qualified team members may be allocated where suitable.

9. Emergency or Compassionate Exceptions

e Cancellations due to illness, bereavement, or significant events will be marked as
authorised.

e No charges apply in these cases.

10. Cancellation of Service Agreement

e Clients may cancel their service agreement with 14 days’ written notice.
You are entitled to a 14-day cooling-off period beginning on the date you confirm
and agree to your first therapy appointment. During this time, you may cancel and
receive a full refund of any deposit, unless services have already started.
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e If services commence during the cooling-off period, The Sensory Hive reserves the
right to retain a portion of the deposit to cover reasonable costs incurred (e.g.,
administrative fees and time allocated by your therapist).

e After the cooling-off period ends, any cancellation will be subject to the standard 14-
day notice period, and you will remain responsible for all costs of services delivered
up to the effective date of cancellation.

e The Sensory Hive reserves the right to cancel a service agreement at any time in
writing, with any applicable refunds or final charges communicated clearly.

11. Appeals & Reinstatement

e Discharged clients may request a written review within 14 days.
e The Senior OT or Service Lead will assess the case.
e Reinstatement is based on availability and future adherence.

12, Communication & Support

e We provide accessible communication, including easy-read versions, social stories,
visual tools, and SMS alerts.

e Please share any attendance barriers so we can support with flexibility where
needed.

13. Data Protection & Record Keeping

e Records of appointments, sessions, and training attendance are stored securely in
compliance with UK GDPR.

e Data may be shared with commissioners, professionals, or safeguarding teams as
needed.

14. Monitoring & Review

e Attendance data is reviewed quarterly by the Clinical Governance Lead.
e This policy is reviewed annually or earlier if required.

15. Related Policies

Safeguarding Policy

Equality, Diversity & Inclusion Policy
Service Access & Discharge Policy
Complaints Policy

Data Protection & Confidentiality Policy
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