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New Private Patients
Payment for the initial physiotherapy appointment is required in advance to confirm the booking. The total fee, including any applicable additional travel charges, will be confirmed before payment is requested.
Returning Private Patients
Payment is due on the day of treatment, following completion of the appointment, unless an alternative arrangement has been agreed in advance.
Insured Patients
Appointments for patients using private medical insurance are subject to the relevant insurer's authorisation and payment arrangements. Patients are responsible for confirming their cover and any applicable excess, shortfall or other personal contribution before treatment. Where payment is the patient's responsibility, the applicable payment deadline and cancellation terms will be confirmed in advance.
Additional Travel Fees
Any additional travel charges will be calculated and communicated before the appointment is confirmed. The total agreed fee will include the applicable physiotherapy fee and any additional travel charges.
Cancellations and Refunds
Advance payments remain subject to the cancellation policy and any applicable statutory cancellation and refund rights. Where an appointment is cancelled by the physiotherapist or cannot be provided for reasons attributable to the physiotherapist, an appropriate refund or alternative appointment will be offered.
Any deductions from an advance payment following cancellation will be made in accordance with the agreed cancellation terms and applicable consumer law.
Outstanding Payments
Payment must be made by the agreed deadline. Any outstanding balance should be settled promptly following notification. Further appointments may require outstanding balances to be cleared before additional bookings are confirmed, subject to applicable professional and clinical obligations.

Cancellation, Missed Appointments and Additional Travel fees
Cancellation Charges and Additional Travel Fees
Cancellations made more than 48 hours before the appointment may be rescheduled or cancelled without a cancellation charge.
For cancellations made within 48 hours of the appointment, a charge of up to 50% of the total agreed booking value may apply. This includes the applicable physiotherapy fee and any additional travel fees agreed at the time of booking.
For example, where the physiotherapy fee is £100 and agreed additional travel fees are £30, the total booking value is £130. A cancellation charge of £65 may apply, subject to the circumstances and applicable consumer rights.
The charge will be assessed fairly, taking into account the notice provided, the time reserved, costs incurred, costs saved and whether the appointment time can reasonably be reallocated. Any travel costs already incurred may also be considered, but the same loss will not be charged for twice.
The maximum charge is not automatic. The amount charged will be proportionate to the loss reasonably arising from the cancellation and will comply with applicable statutory rights.
Missed appointments and appointments that cannot proceed
Where a patient is unavailable, access cannot be obtained, agreed equipment is unavailable or unsuitable, or the patient is unable to safely participate in the planned activities, reasonable efforts will be made to adapt the session or provide an appropriate alternative treatment.
If no suitable alternative treatment can be provided, a charge of up to the full appointment fee may apply where this is fair and proportionate to the loss incurred.
Additional travel charges
Travel to appointments within the usual service area is included in the published physiotherapy fees. For appointments outside the usual service area, additional travel charges may apply at the agreed rate of £1 per minute for travel time beyond the first 20 minutes each way.
Where a late cancellation, missed appointment or an appointment that cannot proceed results in wasted travel, a reasonable additional travel charge may also be applied to reflect the travel costs actually incurred, provided these costs are not recovered twice through another charge.
For example, if an appointment outside the usual service area requires additional travel of £40, and that journey has already been undertaken before the appointment is unable to proceed, the £40 travel cost may be included in the amount charged, alongside any applicable appointment cancellation charge, subject to the overall charge being fair and proportionate.
Any applicable travel fees will be explained when the appointment is booked. Where circumstances change, the charge will reflect the actual journey undertaken and costs incurred.
These terms do not affect any statutory cancellation, refund or other consumer rights.
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