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CANCELLATION POLICY 

1 INTRODUCTION 

This document sets out the cancellation policy of Blue Sky Accommodation Pty Ltd ABN 47 649 
342 110 (referred to in this Cancellation Policy as ‘the Company’, ‘we’, ‘us’, or ‘our’). Defined 
terms used in this Cancellation Policy have the same meaning as in our Terms of Use 
BlueSkyAccommodation.com.au/termsofuse s unless expressed otherwise. 

This Cancellation Policy will apply whenever a Customer makes a Reservation with a Service 
Provider using our Platform.   

Host Services marketed and offered on our Platform will clearly state the Service Provider’s 
cancellation policy on the Service Provider’s information page and in the confirmation email or 
ticket for the Reservation (if applicable).   

By making or agreeing to a Reservation, Customers and Service Providers agree to be bound by 
the terms of this Cancellation Policy in addition to any cancellation and/or refund policy of any 
Service Provider.  The terms contained in this Cancellation Policy take precedent to the extent 
there is any inconsistency between the terms of this policy and the terms included in a Service 
Provider’s cancellation and/or refund policy. 

If you do not agree with this Cancellation Policy, do not access or use our services (including this 
Platform) to make or facilitate a Reservation.  

2 CANCELLATION POLICIES 

We allow Service Providers to choose from the following four cancellation policies: 

 Policy  Full Refund  Partial Refund  No Refund 
 1 Day  For a full 

refund, the Customer 
must cancel at least 24 
hours before the Service 
Listing’s check-in time*. 

 If the Customer 
cancels less than 24 
hours before the Service 
Listing’s check-in, the 
charge for first night of the 
Reservation and the 
Service Fee are non-
refundable. 
 

 - 

 7 
Days 

 For a full 
refund, the Customer 
must cancel at least 7 
days before the Service 
Listing’s check-in time*. 

 If the Customer 
cancels less than 7 days 
before the Service 
Listing’s check-in, 50% of 
the total charge for the 
Reservation and the 
Service Fee are non-
refundable. 

 - 

 14 
Days 

 For a full 
refund, the Customer 
must cancel at least 14 
days before the Service 
Listing’s check-in time*. 

 If the Customer 
cancels less than 14 days 
before the Service 
Listing’s check-in, 50% of 
the total charge for the 
Reservation and the 
Service Fee are non-

 If the 
Customer cancels less 
than 7 days before 
check-in, no refund will 
be given. 
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refundable. 
 30 

Days 
 For a full 
refund, the Customer 
must cancel at least 30 
days before the Service 
Listing’s check-in time*. 

 If the Customer 
cancels less than 30 days 
before the Service 
Listing’s check-in, 50% of 
the total charge for the 
Reservation and the 
Service Fee are non-
refundable. 

 If the 
Customer cancels less 
than 15 days before 
check-in, no refund will 
be given. 
 

* The Service Listing’s check-in time is the local check-in time for the applicable Host Services as shown in the 
Reservation confirmation email or ticket. 

Each Service Listing must include information regarding which of the above cancellation policies 
governs the applicable Host Services. 

Customers may not receive a refund of the Service Fee if they have received 2 or more refunds in 
the last 12 months or if the cancelled Reservation overlaps with an existing Reservation (at the 
Company’s sole discretion). 

3 CHANGES TO RESERVATIONS 

Customers and Service Providers are responsible for any communicating and implementing any 
changes to Reservations they have agreed to make via the Platform, and each party agrees to pay 
any additional amounts, fees or taxes associated with such Reservation changes. 

4 CANCELLATIONS DURING A RESERVATION 

A Customer who arrives to a Reservation and decides or wishes to leave early must contact their 
Service Provider to make appropriate arrangements.  Customers can contact their Service Provider 
via their Account messaging service.  Service Providers may offer a full refund, partial refund or no 
refund depending on the circumstances, however this is outside of the control of the Company.  If a 
Customer encounters any issues during their Reservation, we recommend they immediately 
contact their Service Provider and collect evidence (photos or videos) in relation to the issues.  
Please contact us if you are unhappy with the services provided by your Service Provider and 
provide supporting information. 

5 EXTENUATING CIRCUMSTANCES 

We understand that unforeseen events beyond the control of the parties may arise after making a 
Reservation which make it impractical or illegal to complete the Reservation (Extenuating 
Circumstances). Such Extenuating Circumstances include: 

(a) death of a member of the Reservation party, immediate family member or caregiver; 

(b) unexpected serious illness or injury affecting a member of the Reservation party; 

(c) travel restrictions imposed by government, other than those which exist at the time of 
making the Reservation; 

(d) declared emergencies, epidemics and pandemics, other than those which exist at the 
time of making the Reservation; 

(e) quarantine requirements from a government body which require a member of the 
Reservation party to self-isolate or enter quarantine, other than those which exist at the 
time of making the Reservation; 

(f) government-mandated obligations including jury duty and court appearances; 
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(g) natural disasters; and  

(h) civil/political unrest. 

Should any party wish to cancel a Reservation due to Extenuating Circumstances, we reserve the 
right to request from such party any evidence to support or confirm any such claim. Such evidence 
shall be accepted as provided only where the evidence is to the satisfaction of the Company. 

We will endeavour to assist Customers who are impacted by Extenuating Circumstances in dealing 
with their Service Provider to cancel or vary their Reservation.  Service Providers may offer a full 
refund, partial refund or no refund depending on the circumstances and the cancellation and/or 
refund policies of the Service Provider, however this is outside of the control of the Company.  
Service Providers impacted by Extenuating Circumstances may cancel without adverse 
consequences. 

6 COMPLAINTS 

Should a Customer have a complaint in regard to the provision of Host Services (for example, if the 
Host Service is not as advertised or has been misrepresented, the Host Service is inaccessible or if 
the Host Service has any issues with hygiene and/or health and safety), we recommend that 
Customers: 

(a) document, take photos and/or videos of the issue to validate the complaint; 

(b) first attempt to resolve the issue with the Service Provider as soon as possible; and 

(c) contact us in the event that the Service Provider is unable or unwilling to resolve the 
issue using the details set out below. 

Should a Customer wish to contact us (after attempting to resolve the issue with the Service 
Provider), we recommend that Customers provide us with their name and contact information, as 
well as any evidence they have collected in order to validate their complaint. We will investigate the 
Customer’s complaint and will respond within a reasonable timeframe. 

In circumstances where we have been notified of a complaint by a Customer, and the Customer 
has provided us with sufficient evidence to validate the issue, we may help you:  

(a) cancel or vary the Reservation; or 

(b) obtain refund of all or a portion of the charges for the Reservation. 

As there will be a number of parties involved it may take some time to get a resolution to your 
qualifying issue. 

7 CONTACT US 

For further information about our cancellation policy or practices, or to make a complaint, please 
contact us using the details set out below: 

Customer Service Hours: 9.00am – 5.00pm (AEST) Monday to Friday. 

Phone: 1300 798 846 

Email: customerservice@blueskyaccommodation.com.au 

This Cancellation Policy was last updated on September 1st 2021  


