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1. Purpose
This policy explains how bookings, fees, cancellations, amendments, refunds and session changes are managed at Naye & Me.
Our aim is to make booking arrangements clear and consistent for all families while ensuring that staffing, room capacity and childcare ratios can be planned safely.
2. Enrolment Before Booking
Children must be fully enrolled before attending Naye & Me.
Parents and carers must:
· complete the Naye & Me enrolment process;
· complete all required ParentLink registration forms;
· provide all required emergency, medical and collection information;
· wait for confirmation that enrolment is complete.
A booking made before enrolment has been approved may be cancelled.
A child will not be admitted where essential registration information is incomplete.
3. Booking Sessions
Bookings must be made through the approved Naye & Me booking system.
All sessions are subject to:
· availability;
· room capacity;
· staffing levels;
· applicable staff-to-child ratios;
· the child’s age;
· individual support requirements.
A session is only confirmed once the booking system shows confirmation and any required payment has been successfully processed.
4. Fixed Session Structure
Naye & Me operates fixed session times.
Parents must book the session that most closely matches the childcare they require.
Current sessions may include:
Weekday Evening Sessions
Early Evening
5pm–8pm
£45
Extended Evening
5pm–9pm
£60
Full Evening
5pm–11pm
£90
Late Start
6pm–9pm
£45
Late Evening
6pm–11pm
£75
Weekend Sessions
Morning Session
7am–12pm
£70
Early Day
7am–3pm
£105
Day Session
9am–5pm
£105
Afternoon Session
12pm–8pm
£105
Late Day – Saturday
3pm–11pm
£105
Late Day – Sunday
3pm–10pm
£95
Full Day – Saturday
7am–11pm
£180
Full Day – Sunday
7am–10pm
£170
Session times, availability and prices may be reviewed periodically.
Parents will be informed of significant changes where appropriate.
5. Ad-Hoc and Regular Bookings
Naye & Me may accept:
· regular recurring bookings; and
· ad-hoc bookings.
Ad-hoc bookings are subject to availability and cannot be guaranteed.
Regular bookings do not automatically guarantee additional or alternative sessions outside the agreed arrangement.
6. Same-Day and Late Bookings
Same-day or short-notice bookings may be accepted where:
· sufficient staffing is available;
· ratios can be maintained;
· the appropriate room has capacity;
· the child’s registration is complete.
Naye & Me reserves the right to decline short-notice bookings where adequate arrangements cannot be made.
7. Payment
Payment must be made according to the payment terms shown at the time of booking.
Unless otherwise agreed, payment is required to secure the session.
Bookings may remain unconfirmed until payment has been received.
Parents are responsible for ensuring payment details are correct and that sufficient funds are available.
8. Fees
Fees are charged according to the session booked.
Parents are paying for the reserved childcare place and staffing allocation for the booked session.
Fees are therefore based on the booked session rather than the exact number of hours ultimately used.
For example, if a parent books a 5pm–11pm Full Evening session but collects the child at 9pm, the full session fee remains payable.
9. Early Collection
No refund or credit will normally be given where a child is collected early.
This includes early collection because:
· the parent’s plans change;
· the child is tired;
· the family decides not to use the full session;
· the child is collected voluntarily before the booked end time.
Where a child becomes unwell and must be collected early, refunds or credits will not normally be provided because the place and staffing have already been reserved.
10. Parent Cancellations
Parents who no longer require a booked session should cancel as early as possible through the appropriate booking or communication system.
Cancellation terms may be applied according to the amount of notice provided.
Unless otherwise stated at the time of booking:
More than 48 hours' notice
Where a cancellation is made more than 48 hours before the session begins, Naye & Me may offer:
· a refund; or
· account credit.
Less than 48 hours' notice
Where less than 48 hours' notice is given, the session will normally be non-refundable.
Same-day cancellation or non-attendance
Same-day cancellations and failure to attend without notice will normally be charged in full.
11. Exceptional Circumstances
Naye & Me understands that emergencies happen.
Where a cancellation is caused by exceptional circumstances, management may consider a credit or alternative arrangement at its discretion.
Examples may include:
· emergency hospital treatment;
· serious family emergency;
· unexpected safeguarding circumstances.
Any discretionary decision does not create an automatic entitlement for future cancellations.
12. Child Illness
If a child cannot attend because they are unwell, parents should notify Naye & Me as soon as possible.
The normal cancellation terms will apply unless management agrees otherwise.
Children must not attend where their illness means attendance would be unsafe or contrary to the Health, Illness, Medication & First Aid Policy.
13. Naye & Me Cancelling a Session
If Naye & Me has to cancel a booked session and cannot provide the agreed childcare, the parent will normally be offered:
· a full refund; or
· account credit; or
· transfer to another available session.
This may apply where the setting cannot operate because of:
· insufficient staffing;
· premises problems;
· emergency closure;
· utility failure;
· serious health or safety concerns;
· other circumstances making safe operation impossible.
14. Force Majeure and Circumstances Outside Our Control
There may be circumstances outside Naye & Me’s reasonable control where the setting cannot operate normally.
These may include:
· severe weather;
· transport disruption;
· power or water failure;
· public health restrictions;
· emergency services instructions;
· building damage;
· other major incidents.
Where possible, families will be informed as quickly as reasonably practicable.
Refunds, credits or alternative sessions will be considered according to the circumstances.
15. Changing a Booking
Parents wishing to change a booking should request the change as early as possible.
Changes are subject to availability.
A request to change:
· the date;
· session;
· start time;
· end time;
does not guarantee that an alternative place will be available.
16. Session Extensions
If a parent needs childcare beyond the booked session, they should contact Naye & Me as early as possible.
An extension may only be approved where:
· staff are available;
· ratios remain compliant;
· room capacity allows;
· the extended period falls within operating hours.
An additional fee may apply.
Parents must not assume an extension has been approved until confirmation has been received.
17. Arriving Late
If a child arrives after the booked start time, the session still ends at the original booked finish time.
The fee will not be reduced because the child arrived late.
For example, a child booked for 5pm–9pm who arrives at 6pm will still be collected by 9pm and the full session fee remains payable.
18. Collection After the Booked End Time
Children must be collected by the end of their booked session.
Where a child is collected late:
· additional charges may apply;
· the incident may be recorded;
· repeated late collection may affect future bookings.
Late collection is managed in accordance with the Arrival, Collection & Late Collection Policy.
19. Late Collection Charges
Late collection charges may be applied where a child remains at the setting beyond their booked session without an approved extension.
The current late collection charge will be communicated to parents before attendance and may be reviewed periodically.
Repeated late collection may result in:
· a meeting with the parent;
· restrictions on bookings;
· requirement to book a longer session;
· suspension or withdrawal of the child’s place where the issue persists.
Safeguarding procedures will take priority where a child remains uncollected and parents cannot be contacted.
20. Missed Sessions
If a child does not attend a confirmed booking and the parent has not cancelled within the required notice period, the session fee remains payable.
Missed sessions cannot normally be transferred to another date.
21. Waiting Lists
Where a session is full, families may be offered the opportunity to join a waiting list.
Joining a waiting list does not:
· guarantee a place;
· reserve a place;
· create a confirmed booking.
Parents will be contacted if a suitable space becomes available.
22. Sibling Bookings
Each child must be enrolled individually.
Where siblings attend together:
· each child requires their own booking or allocated place;
· relevant fees apply to each child;
· registration information must be completed separately.
Any sibling discount, if introduced, will be communicated separately.
23. Discounts and Promotional Offers
Any discounts or promotional rates:
· may be time-limited;
· may apply only to specified sessions;
· cannot normally be combined unless stated;
· may be withdrawn for future bookings.
Existing confirmed bookings will not normally be retrospectively repriced because a later promotion becomes available.
24. Tax-Free Childcare and Other Payment Methods
Where Naye & Me accepts Tax-Free Childcare, childcare vouchers or other approved payment methods, parents remain responsible for ensuring payment reaches the setting by the required deadline.
Administrative or payment-processing delays do not automatically reserve a place unless arrangements have been agreed.
25. Outstanding Fees
Where fees remain unpaid, Naye & Me may:
· contact the parent;
· suspend future bookings;
· refuse additional bookings;
· withdraw access to certain services;
· end the childcare arrangement in serious or repeated cases.
Safeguarding responsibilities will continue to be followed regardless of any payment dispute.
26. Refund Processing
Where a refund is approved, it will normally be returned through the original payment method where possible.
Processing times may depend on the payment provider.
Naye & Me is not responsible for additional processing time caused by banks or third-party payment services.
27. Credits
Where account credit is offered:
· it may be subject to an expiry date;
· it may only be used for Naye & Me childcare sessions;
· it cannot normally be exchanged for cash;
· it may not be transferable to another family.
Any specific conditions will be communicated when the credit is issued.
28. Booking Errors
Parents are responsible for checking booking information before payment.
If an incorrect session is booked, parents should contact Naye & Me as soon as possible.
We will try to assist, but changes depend on availability.
29. Price Changes
Naye & Me reserves the right to review fees.
Where prices change, families will be given reasonable notice wherever practicable.
Price changes will normally apply to future bookings rather than retrospectively changing already confirmed and paid bookings.
30. Withdrawal of Booking Privileges
Naye & Me may restrict or withdraw booking privileges where there is:
· repeated non-payment;
· repeated late collection;
· misuse of the booking system;
· repeated booking and non-attendance;
· abusive or threatening behaviour towards staff;
· serious breach of policies;
· safeguarding or safety concerns.
Any decision will be proportionate to the circumstances.
31. Parent Responsibilities
Parents and carers are responsible for:
· booking the correct session;
· checking dates and times;
· making payment as required;
· cancelling promptly when care is no longer needed;
· collecting children on time;
· keeping registration details up to date;
· communicating changes as soon as possible.
32. Communication
Booking confirmations, cancellations, changes and relevant payment information may be communicated through:
· ParentLink;
· email;
· telephone;
· text or another approved communication method.
Parents are responsible for keeping contact information current.
33. Complaints or Fee Disputes
Parents should contact Naye & Me if they believe a fee has been applied incorrectly.
We will review:
· the booking record;
· payment history;
· cancellation time;
· relevant communications.
Formal complaints will be managed in accordance with the Complaints, Concerns & Feedback Policy.
34. Review
This policy will be reviewed at least annually and sooner where:
· prices change;
· booking arrangements change;
· payment systems change;
· operational requirements change;
· complaints or incidents identify a need for amendment.
35. Related Naye & Me Policies
This policy should be read alongside:
· Admissions, Enrolment & Settling-In Policy;
· Arrival, Collection & Late Collection Policy;
· Health, Illness, Medication & First Aid Policy;
· Attendance, Absence & Missing Child Policy;
· Data Protection, Confidentiality & Record Keeping Policy;
· Complaints, Concerns & Feedback Policy.
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