
Client cancellation policy 

Policy overview 

When your service is scheduled with Westmont Aged Care Services Ltd (Westmont) 

a significant amount of time is involved coordinating your service that specifically 

meets your needs. Last minute cancellations or not attending your scheduled service 

means Westmont will incur staff costs that cannot be recovered, and Westmont still 

has an obligation to remunerate the carer/support worker who has attended your 

service. 

We request that if you wish to cancel or reschedule your service you do so at the 

earliest opportunity and within the guidelines below by contacting Westmont’s 

Community Care on Ph: 6043 9867. You must ensure that you are at your home or 

at the agreed location to receive your homecare services at the agreed time. If you 

are absent or decline the homecare services, you will incur the full client contribution 

for the scheduled service to be provided on that particular day. 

Cancellation of service within 48 hours 

It is your responsibility to give us sufficient notice (no less than 48 hours) in 

cancelling a scheduled service, so that we do not incur unnecessary costs and can 

find replacement work for our carers and support workers. You will incur the full client 

contribution for that scheduled service if 48 hours’ notice period is not given. Whilst 

our on-call phone is available for contact each day including weekends, we do not 

accept cancellations over the weekend. If you wish to cancel a Saturday, Sunday or 

Monday services, you must advise our office of this cancellation on a weekday, 

giving at least 48 hours’ notice. Failure to provide this notice will result in your 

incurring the full client contribution. 

Notice to cancellation received outside 48 hours 

You will not be charged for the scheduled service if you provide greater than 48 

hours’ notice. 

Meal on Wheel services can be cancelled or changed on the day up until 9.30am. 

After this time, any cancellation received will incur the full client contribution towards 

the meal.    

Unavoidable emergencies resulting in cancellation of services 

We understand that sometimes unavoidable emergencies happen at the last minute 

and services need to be cancelled. If it can be shown that the cancellation or reason 

for not being home to receive your service is due to an unavoidable emergency, the 

service will not be charged or billed to your invoice. Each emergency situation will be 

assessed on its merits, and the reasonableness of your request will be reviewed. 

Emergencies do not include planned hospital visits or situations where you have 

adequate opportunity to advise Westmont of your cancellation. 



Services on leave 

You may choose to put your services on leave for a period of time not exceeding 3 

months by providing us with as much notice as possible. As our staff rosters are set 

two weeks in advance, we would appreciate at least 2 weeks’ notice of your services 

being placed on leave. During this period your services will be placed on hold, and 

you will not be charged. We request that you check in with us from time to time and 

provide us with at least 2 weeks’ notice before your services resume. If you provide 

us with less notice, we cannot guarantee that we can roster your services 

immediately. We do however give priority to rostering critical services such as meals 

and personal care and welfare checks ahead of other services when you resume 

services with us.    

Circumstances where your services may be reduced, suspended or terminated 

Our Service Agreement and Client Code of Conduct sets out Westmont’s and your 

responsibilities and obligations. One of your main obligations is to provide a safe 

environment for our staff. This includes eliminating physical hazards-including but not 

limited to removing your pet whilst a carer is in the house, ensuring there are no trip 

hazards or accumulated waste that may pose a health or falls hazard. It also 

includes ensuring the environment is free from aggressive and abusive behaviour 

which can lead to psychological injury. Westmont will report and discuss any hazards 

or risks with you and if the risks are not able to be mitigated, we may have to 

terminate your services until they are controlled. 

All clients are expected to make payment towards their services. Invoices are posted 

or emailed to clients the first week following the month when services were 

delivered. Clients have 30 days to pay the invoice. If you are unable to make 

payment, please let our office know so we can discuss a payment arrangement with 

you and make changes to your services. Changes may include putting some 

services on leave or suspension until you catch up on any outstanding invoices. 

Clients are encouraged to set up direct debit arrangements for the payment of their 

services during the month. It will be mandatory for new clients that commence 

services with Westmont on 1 November 2025 to have a direct debit arrangement in 

place. Direct Debit payments are only processed on the 21st day of each month.  

As the client contribution, along with the government subsidised payment assists 

Westmont to meet its staff and operating costs, we cannot continue to provide 

services if you are in arrears. Westmont will follow up clients who have an unpaid 

invoice(s) and discuss payment options and services may be changed or suspended 

until the outstanding invoice payment is received.   

You may choose to terminate your services for any reason. Where possible 2 weeks 

prior to you ceasing your service is required as we have allocated staff to attend your 

service already. 


