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GUIDES & SOPS

No-Show & Cancellation Policy

A fair, clearly-worded policy you can post at reception, add to your booking confirmation, and point to
when a fee needs to be enforced.

Why We Have This Policy

When an appointment is missed without notice, that time can rarely be filled by another client. This policy exists to
respect the time of both our clients and our stylists, not to penalize genuine emergencies — we always use
judgment.

Cancellation Window

We ask for at least 24 hours' notice to cancel or reschedule an appointment. You can do this via WhatsApp, phone,
or the booking link in your confirmation message — no need to speak to anyone if that's easier.

Fees
Situation Fee
Cancelled 24+ hours before appointment No charge
Cancelled within 24 hours of appointment 50% of service value, charged to card on file or deducted from deposit
No-show (no notice at all) 100% of service value
Late arrival of 15+ minutes May be treated as a no-show if the stylist cannot accommodate a shortene
Deposits

For first-time clients and any service priced above [m threshold, e.g. m2,000], we require a [e.g. m500] deposit to
confirm the booking. This is fully credited toward your service. The deposit is forfeited if the appointment is cancelled
within 24 hours or missed without notice.

Exceptions
* Medical emergencies, with reasonable notice as soon as possible
* Salon-side delays or errors (e.g. double-booking, stylist unavailability)
* Severe weather or safety-related travel disruptions

* First-time miss for an otherwise loyal, regularly-booking client — handled at manager discretion

How We Communicate This

This policy is shared with every client at the time of booking (in the confirmation message) and is posted visibly at
reception. Reminder messages are sent 48 hours and 24 hours before each appointment, with a one-tap option to
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confirm, reschedule, or cancel — which significantly reduces last-minute misses before a fee ever needs to be
discussed.

Suggested reminder message: “Hi [Name], just confirming your [service] appointment with [Stylist] on [Date] at
[Time]. Reply YES to confirm, or let us know if you need to reschedule — we just ask for 24 hours' notice where
possible. See you soon! — [Salon Name]”

Client Acknowledgment (optional, for in-person signing)

| have read and understand the cancellation and no-show policy above.

Client signature Date
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