Medivet Terms and Conditions

Responsible Pet ownership, Medivet, and you

pPermanent means of identification for your pet.

In order to help you budget for your pet’s routine heaithcare heeds, and to also make the
unexpected biils more Manageable, we're pieased to offer the Medivet Healthcare Pian, pPlease
ask your local Medivet practice for Mmore details,

Pet health insurance

aware that, unless we specifically arrange otherwise in writing, it is your responsibility to settle
ith us and then reclaim the fees from Your insurance Company. Please note that
the Medivet Healthcare Plan is not an insurance policy.

Fees

Sadly, there is no National Health Service (NHS) for pets and Medivet relies on fee income to
invest in constantly improving the standards of our facilities, equipment and staff to benefit our
patients and clients,

Please ensure all fees are paid at the time of treatment as this helps to keep the levei of fees as
low as possible for ajl clients.

Plan, which are subject to the terms and conditions of the plan.

The veterinary surgeons and staff will be pleased to discuss likely costs at any time - please
don't hesitate to ask.

Methods of payment

Accounts are due for settlement at our discretion at the end of the consultation or treatment,
the discharge of your Pet, or upon collection of medicines and other pet requisites. You may



Payment plan. in some Cases, we accept relevant vouchers that are valid and in date. We usually
require, at our discretion, that g deposit of 50% of the estimated costs be paid at the time of
admission to our clinic for any procedures or hospitalisation.

Estimates of treatment costs

Inability to pay

if, for any reason, you are unable to settle your account as specified, we gsk You to discuss the
Mmatter as soon as possible with a member of staff. Please note that instalment payments or
part-payments of any account may only be sanctioned with the express permission of an

Ownership of records

Case records including radiographs, clinical notes, laboratory records and similar documents are
the property of, and will be retained by, Medivet. Part of the fees charged will be for



our statutory out-of-hours’ provision. Please ask at reception for the details of the emergency
and night cover specific to your clinjc,

Prescription policy




Referrals and second opinions

referral may be for 3 diagnosis, procedure and/or possible treatment, after which the case is
returned to the referring Veterinary surgeon, whereas a second opinion s only for the purpose
of seeking the views of another veterinary surgeon,

When will we refer?

Veterinary surgeons will recognise when a case or a treatment option is outside their area of
competence and will be Prepared to refer it to 3 colleague within the Medivet group, or to an
external organisation or institution, whom they are satisfied is Competent to carry out the
investigations or treatment involved.

Both the referring veterinary surgeon and the referral veterinary surgeon will ensyre that the
client has an understanding of the likely cost arising from the referral.



Competition terms and conditions

1

2.

10.

11.

12

13.

days of notification, we reserve the right to withdraw the prize from the winner and pick
a replacement winner.

The promoter js: Medivet Group Ltd (company no, 03481736) whose registered office jg
at Medivet, Unit 4, Mowat Industrial Estate, Sandown Road, Watford, WD24 7UY,

For any enquiries regarding the competition outcome, please

contact marketing@medivet.co.uk.

There is no entry fee and no purchase necessary to enter gur competitions.

No responsibility can pe accepted for entries not receiveq for whatever reason. Please
note that we will not be confirming receipt of entries,

The promoter reserves the right to cance!l or amend the competition. The promoter’s
decision in respect of al| matters relating to the competition will be final and no
Correspondence will be entereg into.

The promoter is not responsible for inaccurate prize details supplied to any entrant by
any third party connected with this competition.



14. The promoter wil| notify the winner when and where the prize can be coliected or
15. All entrants must be living in the Uk and have a UK registered address that we can send
16. The competition and these terms and conditions will be governed by English law and

17. The winner agrees to the use of his/her Mame and image in any publicity material. Any

This promotion is in N0 way sponsored, endorsed or administered by, or associated with,
Facebook, Twitter or any other Social Network. You are providing your information to Medivet
Group Ltd and not to any other party. The information provided wili be used in conjunction with
the following Privacy Policy found below.

General

Medivet may contact you either by letter, phone, text or electronic means in order to advise you
of outstanding accounts, reminders of your pet’s preventatiye healthcare treatments, and any
marketing initiatives that might be of benefit to youoryour pet. Please inform us if you wish to
modify how we May contact you. Please be aware that choosing to have no contact from us at
all wiil remove the ability of the practice to send vaccination reminders,

Residual material or isolates from specimens submitted for diagnostic testing may be retained
for laboratory quality assurance, research and development purposes.

practices, and other university and charity organisations. All data collection, storage and usage is
anonymised and fully compliant with relevant data protection regulations.



Please tell a member of practice staff jf You do not wish to Participate.

Privacy Policy

Opt out of the scheme. if this is the case, please let your practice know. For more information on
the scheme, please visit our vet Compass page.

What will you send me and when?

We send all newly registereqd clients a copy of our terms and conditions. This requirement is set
out by the Royal College of Veterinary Surgeons (RCvs).

Phone Recordings
In accordance with Personal Data Regulations please note the following:

We may record incoming phone conversations from time to time for training and monitoring
Purposes. If we do so there wiil always be a voice message prior to us answering your call to let
you know.

If you receive such a voice message and you do not wish your call to be recorded, or if you are
making a payment over the phone, please inform our member of staff when they answer your
call and they wili call you back —outgoing calis are not recorded.

Records of phone calls which have been recorded are encrypted and password protected. They
are deleted within 60 calendar days.



What is the online Privacy policy?

This site uses performance cookies to analyse site Usage data. The data collected from ysers is
dggregated and anonymous. By using our website, you agree that we can place these types of
cookies on your device,

The data collecteq may include:

*  Browser

* Operating System

IP address
* Time spent on sjte

* Pages visited

Internet Advertising Bureauy, please visit: Www.youronlinechoices.com

Enquiries ang subscription

Please direct any enquiries to our support centre at enquiries@medivet.co.uk or 01923 470 0o0.
Alternatively, please write to us at:

Medivet

Unit 4, Mowat Industrial Estate

Sandown Road

Watford

WD24 7uy



the issue.

Most problems can pe sorted out easily and quickly, often at the time they arise and with the
Person concerned. Please address your complaint to the lead vet responsible for the practice
concerned. If you are unsyre of their name, the staff at the practice will be able to provide you
with this level of detaii.

Only once a genuine effort has been made {0 resolve the matter at practice level will the
complaint be considered by one of the regional or support centre partners. Therefore, if you
would like to progress your complaint further, we kindly ask you to email us

at enquiries@medivet.co.uk (you can send a letter* but an email is preferred) as soon as
possible, ideally within a matter of days or at most, a few weeks.

Regretfully, we are unable to investigate complaints that have been Made more than six months
after the event.

To help us investigate your complaint, please include the following details:
*  What is the nature of your complaint?
®*  Which practice are You making the compiaint about?
® When did the problem occur?
®*  Who wasinvolved?

¢ What would you like the outcome to be?

What will we do?

We will acknowledge your complaint within five working days, telling you who is dealing with
your complaint and when YOU can expect to receive a reply.



options.

Complaints and standards

A guide to making a complaint

We take complaints about our work, staff and levels of service very seriously, but we hope that
before you make 3 formal complaint, you will give the practice concerned a chance to resolve
the issue,

Most problems can be sorted out easily and quickly, often at the time they arise and with the
PErson concerned. Please address your complaint to the lead vet responsible for the practice
concerned. If you are unsure of their name, the staff at the practice will be abie to provide you
with this level of detail.

Only once a genuine effort has been made to resolve the matter at practice leve| will the
complaint be considered by one of the regional or support centre partners. Therefore, if you
would like to progress your complaint further, we kindly ask you to email us

at enguiries@medivet.co.uk {you can send a letter* but an email is preferred) as soon as
possible, ideally within a matter of days or at most, a few weeks.

Regretfully, we are unable to investigate complaints that have been made more than six months
after the event.

To help us investigate your complaint, please include the following details:
*  Whatis the nature of your complaint?
®  Which practice are you making the complaint about?
® When did the problem occur?
*  Who was involved?

*  What would you like the cutcome to he?

What will we do?

We will acknowledge your complaint within five working days, telling you who is dealing with
your complaint and when you can expect to recejve a3 reply.



In most cases, we hope to give you a full reply within 15 working days, but if it is going to take
longer, we will get in touch with you 1o let you know what is happening. We will then be in a
position to offer you an explanation, and/or the resuits of our investigation.

When we look into your complaint, we will:

¢ Find out what happened and what went wrong
*  Make sure you receive an apology, (where appropriate)

¢ Identify what we can do to make sure the problem does not happen again

What should you do if you are still unhappy?

We hope that if you have a problem, you will use our practice complaints procedure. We believe
this will give us the best chance to putright whatever has gone wrong, and it is an opportunity
for us to improve our practice. This does not affect your right to approach our governing body,
the Roval College of Veterinary Surgeons (RCVS), if you are dissatisfied with the result of our
investigation.

*If you prefer to send a letter, please address it to: Medivet Veterinary Group, Unit 4 Mowat
Industrial Estate, Sandown Road, Watford, WD24 70y,

And finally

We're really looking forward to looking after ail your pet’s needs for many years to come. if
there’s anything we can do better, or if you've any Suggestions about how we can make you and
your pets feel even more like family, please let any member of staff know.

Kind regards

Medivet

Terms and conditions are subject to change without notice. Please ask in practice for the latest
version,



