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101-01/08 How to reschedule or cancel sessions in VERA  
 

From a clinical perspective it is important to keep track of client appointment trends (for example if a client 

consistently reschedules, cancels and/or DNAs).  The clinician or peer can review appointment history to assist 

with managing a client’s episode of care.  

When rescheduling or cancelling appointments, CST staff should finalise the existing appointment and if the client 

would like another appointment (i.e. to reschedule) a new appointment should be booked. 

 

Rescheduling an appointment – more than 24-hours’ notice  

There are three parts to rescheduling an appointment: 

 

 

 

 

Access the client’s service file by selecting the relevant service file in the Case List 

at the Individual Profile 

 

Part 1: Book in new appointment (session/event):  

1. In the Service Events section (bottom half of the screen) > Click on Book New  

 

 

 

Remember if a client has called Open Arms to reschedule or cancel an appointment - Proof of Identity must 

be confirmed before action is taken 

Refer to Task Cards: Proof of Identity | How to book sessions (events) in VERA   

Book in new 
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Finalise 
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2. Enter in the appointment details: 
- Select a date 
- Check the Event Site  
- Select Start Time  
- Check duration  
- enter in a description 
- Select an Event Type 

In the calendar section (bottom half of the screen) 

- Click on view Resources   
- Select an available room 

  

3. Click Book 
4. Return to the client’s service file  

 

Part 2: Finalise the original appointment 

(event) 
 

5. In the Service Events section > select the 
appointment that is to be rescheduled by 
clicking on the date 
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6. Mark Attendance > click on Attendance (right side of screen) 

 

7. Select ‘Rescheduled’ from the drop down list > click Save 

 

 

Part 3: Send a message to the primary worker 
8. At the Service File > click on the Messages Tab > click on start discussion 

 

 

 

 

 

 

9. Type in Subject of message ‘Client Surname First Name - Appointment Rescheduled’ > type in actions 

undertaken (include date, time and your initials) > review followers (who the message is being sent to) > 

click save  
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Rescheduling an appointment – less than 24-hours notice (DNA – No Show) 

 

1. Follow the same steps in the previous section 1 

to 6 

 

2. At Step 7 > select ‘No Show’ from the event 

status drop down list > click Save 

 

3. Continue with steps 8 to 9 

 

 

 

 

 

Cancelling an appointment  

A client or clinician/peer may cancel an appointment at any stage during the episode of care.   

There are two steps to cancelling an 

appointment. 

 

 

1. Start at Part 2 – Finalise the original appointment 

 

2. At Step 7 > select the appropriate ‘Cancelled’ option from 

the event status drop down list > click Save 

- If the client cancelled = ‘cancelled’ 

- If the counsellor/peer cancelled = ‘Cancelled by Therapist’ 

 

3. Continue with steps 8 to 9 
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Supporting Policy, Procedure and Instructions:  

¶ VERA Glossary (in development)  

¶ VERA Counselling Manual 4.0 

¶ VERA Administration Manual 4.0  
  

Version History 

Version  Date  Description  Author/ Responsible  

0.1 16 June 2022  Initial – Draft  Clinical Practice Improvement  

0.2 June & July 2022  Reviewed  Application Service Desk 
Clinical Policy Team 
Data and Reporting 
Outreach Program Management 
Open Arms Regional Staff 
Client Assist 

1.0 19 July 2022  Final – Version 1.0  Clinical Practice Improvement 

 

 

 

https://confluence.vera.org.au/pages/viewpage.action?pageId=79462414&preview=%2F79462414%2F79463693%2F101_01_01+VERA+4.0+Counselling.pdf
https://confluence.vera.org.au/pages/viewpage.action?pageId=79462418&preview=%2F79462418%2F79463698%2F101_01_03+VERA+4.0+Administration.pdf
https://confluence.vera.org.au/pages/viewpage.action?pageId=79462418&preview=%2F79462418%2F79463698%2F101_01_03+VERA+4.0+Administration.pdf

