
Common reasons why a Student is not able to book a make-up through the Customer Portal 
 

 Does the Student have a 
level set? 

Go to the Family or 
Student Screen and 
check that the 
student has a level.   

Go to the Family’s screen 
and check their account 
balance. Note: If you accept 
payments through the portal, 
they will automatically be 
redirected to the payment 
page and will need to make a 
payment before being able to 
book a make-up. 

Have you checked your 
Customer Portal settings? 
Configuration à System Setup à 
Customer Portal 

Check your vacancies. 

If you have checked all of 
the possible causes and 
believe there are vacancies 
that the student should be 
able to book, email 
Support. Include details of 
the items you have 
checked and the student 
and family details so they 
can investigate further. 

Have you checked your 
Scheduling settings? 
Configuration à System Setup à 
Scheduling 
 

Have you put a make-up 
block on any classes, class 
levels or the current date 
range? 
 

Are there any class vacancies 
in the level the student is 
attempting to book a make-
up for? 

This is the reason why the student cannot book a make-up or why a “no vacancies check back later” message is showing through the Customer Portal. 

Unsure 

Unsure 

Unsure Unsure 

No No Yes Yes No 

Yes 

Yes 

Is the “Disable Make-
up Class Bookings” 
box ticked?   

Does the family have 
an outstanding 
balance that would 
prevent a make-up 
booking? 

Do you have a 
“Makeup Booking by 
Outstanding Account 
Balance” configured?   

No 

No 
Yes 

Yes 

Is / was the family 
trying to book a 
make-up after 
that cut-off time? 

Do you have a cut-off 
time to prevent make-
up bookings x minutes 
before a class start?   

No 

No 

No 

Go to Administration 
àAuto Generate 
Lesson Invoices and 
check your invoiced 
dates.   
 

Unsure 

Have you invoiced for 
lessons to cover the 
Makeup Weeks and 
Days in advance 
settings for the system 
to search for 
vacancies?   

Yes 

Go to the class/es and 
check for make-up block 
OR go to Configuration 
and check Class 
Assessment Levels and 
“Block Make-up Booking 
Date Ranges” for any 
make-up blocks. If you 
are unsure about Class 
make-up blocks, contact 
Support. 
 

Yes 

Are they attempting 
to re-book into their 
regular class using a 
make-up?  
(e.g. perhaps they marked 
themselves away 
incorrectly and want to 
book back in?) 

No No Yes 

Yes 


