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No 1 tip: you need to believe its 
ok to charge these fees! 

The scripts won't work or you won't use if you don't believe its ok to charge the fee. 

Discuss your cancellation and non-attendance fee policy in the first
session, even if its written on the consent form.
Make it clear you will charge the fee and explain why
Many clients assume you will not charge the fee, so be clear about
under what circumstances the fee will be charged
State that you don't work with clients who do not agree with the
cancel policy.

How you begin is important:
 

For example:

As this is our first meeting I want to discuss with you what will happen if you
need to reschedule or cancel your appointment. My cancellation fee is applied
if you do not give x hours notice of the need to reschedule. I will try to make
sure your appointment happens for example offering a telehealth appointment
at the same time. If you forget or choose not to attend without giving notice the
non-attendance fee will also apply. I charge these fees as I cannot reschedule
the appointment in those time frames and therefore lose income and other
clients
 miss out. The fee needs to be paid prior to your next appointment. If you
adhere to these reschedule timeframes you will never be charged a cancel fee.
Sometimes people assume I will waive the fee, but I don't waive the fee because
I think its important to encourage people to honour their appointment time.
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Thank the client for giving you notice of cancellation.
Explain it is outside the window, and you will be charging the
fee to their credit card as per your agreement ( or ask to pay
direct deposit prior to next appointment),
Thank the client for the payment and advise them of their next
appointment time.

When your client cancels:
 

For example:

Hi Gina, Thanks for cancelling your appointment. If you are able to make a
telehealth appointment at the same time, I can make that work rather than
charge the cancel fee.

 If client says no to telehealth

In that case , as we agreed I will charge your credit card for the late cancellation
fee as it is now within 24 hours of cancel and I won't be able to fill the
appointment. 
Thanks for your payment. I appreciate it. I look forward to meeting with you at
your next appointment on  x date.
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Contact the client at the time of the appointment.
Explain they have missed the appointment and as per the
agreement  you will be charging the fee to their credit card ( or
ask to pay direct deposit prior to next appointment),
Thank the client for the payment and advise them of their next
appointment time.

When your client does not attend:

For example:

Hi Gina, Its xTherapist namex. You have missed your appointment today. As
per our agreement I will charge your credit card for the non-attendance  fee as
I was unable to offer the appointment to anyone else.

Thanks for your payment. I appreciate it. I look forward to meeting with you at
your next appointment on x date.
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Centre yourself, it is likely their anger will trigger you
Remind the client of your  agreement, 
empathise that they would prefer not to pay 
but remind the client you only work with clients who agree to this and
therefore you expect them to pay

If the client becomes angry:

For example:

Therapist: Gina I can hear that you are upset about the cancellation fee and you
would prefer not to pay it. I can hear that you think it is unfair but I also know that
you agreed to this policy in our first session. I ask that you stick to the agreement
you made with me, as it is the same policy for all clients.
use the broken record technique if the clients continues to dispute the fee. 
Make it clear there will be no further appointments if the fee is not paid. 

It is very important to set limits with these clients who want special
treatment or think its ok to agree to something they have no intention
complying with. It is the most important therapeutic intervention and central
to having an ongoing boundaried therapeutic relationship. If you waive the fee,
or allow the client to have another session without paying the cancel or non
attendance fee  has not had the necessary intervention applied.


