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Hoof & Hound Veterinary Physiotherapy
Terms & Conditions of Service
Last updated: [01.06.2026]
These Terms & Conditions (“Terms”) apply to all services provided by Hoof & Hound Veterinary Physiotherapy (“the Business”, “we”, “us”, “our”) to any client (“you”, “the Client”). By booking or using our services, you agree to be bound by these Terms.

1. About the Business & Professional Status
Hoof & Hound Veterinary Physiotherapy is owned and operated by a self-employed, independent Veterinary Physiotherapist. We do not work for, nor are we employed by, any third-party organisation. We work collaboratively with clients and veterinary professionals to support animal health and rehabilitation.
The lead practitioner (Holly Payne) is a fully qualified Level 7 Veterinary Physiotherapist, registered as a clinical practitioner and deemed fit to practice. We operate in accordance with a recognised professional Code of Practice and is legally required to maintain ongoing Continuing Professional Development (CPD) to ensure clinical competence, evidence-based practice, and compliance with current professional standards.

2. Veterinary Consent Requirement
By law, Veterinary Physiotherapy may only be carried out on animals that:
· Have been examined by a registered veterinarian; and
· Have received veterinary consent/referral for physiotherapy treatment.
Hoof & Hound Veterinary Physiotherapy cannot legally assess or treat any animal without this prior veterinary approval where a pathology is suspected or confirmed. It is the Client’s responsibility to ensure this consent is in place. Services will be refused where veterinary consent has not been obtained without proper cause.
If, during assessment or treatment, the Veterinary Physiotherapist identifies any new, suspected, or previously undiagnosed clinical or pathological findings that have not been investigated by a veterinarian, Hoof & Hound Veterinary Physiotherapy is not only within its professional rights but is legally required to immediately halt treatment. Services will not resume until further veterinary examination has taken place and updated consent has been provided.
This requirement exists to protect animal welfare and ensure all care remains within legal and professional boundaries.

3. Client–Veterinary Physiotherapist Relationship
Hoof & Hound Veterinary Physiotherapy operates as an independent service provider. We work with clients, not for them.
Treatment plans, assessments, and services are delivered using professional clinical judgement. While client goals are considered, all clinical decisions remain at the discretion of the Veterinary Physiotherapist.

4. Services Offered
All services are provided at the discretion of Hoof & Hound Veterinary Physiotherapy.
We reserve the right to refuse, alter, add, or remove any service at any time, without notice or explanation.
If any requested service is deemed:
· Unsafe
· Unethical
· Outside scope of practice
· Outside insurance cover
· Beyond staff comfort or competency
we reserve the absolute right to refuse to provide that service. Alternatives may be offered where appropriate.
No staff member will be forced to perform any task against their will or beyond their professional comfort or competence.
Hostility, coercion, or abusive behaviour may result in immediate termination of the professional relationship. In such cases, all monies paid for services to date will be retained.

5. Liability & Insurance
All services are delivered within the limits of professional training, scope of practice, and insurance coverage.
Any service falling outside insurance provision will not be undertaken.
While every reasonable professional effort is made to support rehabilitation outcomes, no guarantees of improvement or recovery can be made.
Hoof & Hound Veterinary Physiotherapy accepts no liability for outcomes resulting from:
· Incomplete, inaccurate, or withheld client information
· Failure to follow prescribed treatment or management plans
· Undisclosed medical or behavioural history
· External handling, training, or management decisions
· Actions or reactions of the animal or third parties

6. Fees, Rates & Discounts
Service rates are determined by Hoof & Hound Veterinary Physiotherapy and may change at any time.
Any discounts offered are entirely at the discretion of the Business and are not guaranteed or transferable.

7. Invoices & Payment Terms
Unless otherwise agreed in writing:
· Invoices are issued on the day of appointment booking.
· Full payment is required by the end of the appointment at the latest.
Invoices are issued by email or paper copy (on request) and stored in accordance with GDPR regulations. Digital or paper receipts are available upon request.
Accepted payment methods:
· Bank transfer
· Payment Link
· Card machine (if available)
· Cash
· Cheques are not accepted.
Late payment:
If the full invoice amount is not received by the end of the physiotherapy appointment (unless otherwise discussed between Client and Business, at the discretion of the Business):
· Unpaid invoices may create a delay in release of formal written reports, detailed summary documents and exported PDF “treatment reports”
· No further appointments for the client will be booked until payment is settled
· A late fee of 1.5% of the total invoice will be applied.
· A further 1% will be added every 24 hours thereafter while the balance remains unpaid.
If an invoice remains unpaid for 30 days, Hoof & Hound Veterinary Physiotherapy reserves the right to pursue formal debt recovery and/or legal action.

8. Cancellations
A separate Cancellation Policy may also apply.
8.1 Business Cancellations
As a self-employed provider, we retain the right to cancel appointments at any time. While we aim to avoid this wherever possible, cancellations may occasionally be unavoidable.
Where invoices have been paid, it will be refunded in full, or if agreed with client, rolled over to next appointment. Alternative appointments will be offered where feasible.
For long-term discontinuation of services, we aim to provide 2–4 weeks’ notice where possible to allow Clients time to make alternative arrangements. This notice is not legally required.
Any paid invoices held for future sessions will be refunded.
8.2 Client Cancellations
We understand that life happens and cancellations are sometimes necessary. Please notify us as soon as possible.
· Paid invoices may be refunded or transferred to rearranged sessions where adequate notice is provided.
· Cancellations within 48 hours result in loss of 50% of paid invoice or a cancellation charge of 50% for outstanding invoices.
· Cancellations within 24 hours of the appointment require full payment of the session fee if not already paid on booking.
This payment must be made within 48 hours of cancellation or within 24 hours of the original appointment time (whichever comes first).
Failure to settle these charges may result in legal action and permanent removal from our client list.

9. Refusal of Service
Hoof & Hound Veterinary Physiotherapy reserves the unconditional right to refuse or terminate services at any time.
This may occur where:
· A situation presents unacceptable clinical or safety risk
· A service is deemed unethical or inappropriate
· Client behaviour compromises staff welfare
· Provided information is inaccurate, incomplete, or misleading
If client-supplied documentation or history is found to be false, services may be immediately withdrawn and professional relationships terminated without notice. This is essential for clinical safety and integrity of care.
Hoof & Hound Veterinary Physiotherapy accepts no responsibility for adverse outcomes arising from inaccurate information provided by the Client.

10. Confidentiality & Data Protection (GDPR)
10.1 Client Data
All client and animal data are processed in accordance with UK GDPR and Data Protection legislation.
Clinical information may be shared, with owner permission, with referring veterinarians or relevant healthcare professionals where necessary to support safe and effective treatment.
Records are retained securely for legally required periods. This will be securely stored for up to 7 years after patient discharge before being destroyed. The Client will be offered all of their clinical documentation upon patient discharge. 
10.2 Intellectual Property, Images & Media
Where consent has been granted via client forms, Hoof & Hound Veterinary Physiotherapy retains ownership of images and videos captured during sessions.
These may be used for:
· Clinical records (to be used as outcome measures for future reference)
· Marketing and social media
· Educational purposes (including, but not limited to, anatomy, movement, behaviour, conformation, structure, diversity, and rehabilitation examples)
· Research purposes (including, but not limited to, monitoring physical or behavioural change, environmental effects, equipment use, diet changes, and rehabilitation outcomes)
Use will always align with permissions provided, unless otherwise agreed in writing.

11. Complaints
Any concerns should be raised directly with Hoof & Hound Veterinary Physiotherapy in the first instance. We aim to resolve issues professionally and promptly. 

12. Force Majeure
We shall not be held liable for failure or delay in providing services due to events beyond reasonable control, including but not limited to severe weather, illness, and accidents.

13. Amendments to These Terms
Hoof & Hound Veterinary Physiotherapy reserves the right to amend these Terms at any time without notice. The latest version will apply to all ongoing and future bookings.

14. Governing Law
These Terms are governed by and interpreted in accordance with the laws of England and Wales.

15. Non-Compliance
Failure to comply with these Terms may result in immediate dismissal from services and/or legal action being pursued.

16. Standard Operating Procedure (SOP)
The following applies to ensure a smooth operation of service and professional relationships for all persons involved including animal/s, clients, veterinary physiotherapists and other clinical practitioners. 
16.1 Professional Scope of Practice
Hoof & Hound Veterinary Physiotherapy provides assessment, rehabilitation, and supportive care strictly within the professional scope of Veterinary Physiotherapy and in accordance with veterinary referral, under the Veterinary Surgeons’ Act 1966.
We do not diagnose medical conditions, prescribe medication, or replace veterinary care.
All services are delivered in alignment with professional standards, insurance limitations, and current evidence-based practice.
Any requests falling outside this scope will be declined.

16.2 Client Responsibilities
Clients agree to:
· Provide complete, accurate, and up-to-date medical, behavioural, and management information
· Disclose any changes in the animal’s condition immediately
· Follow prescribed home exercise programmes, management advice, and rehabilitation plans unless otherwise discussed
· Ensure animals are suitably handled, restrained, and presented safely for sessions (this includes ensuring animals are not caked in mud providing a physical barrier for visual assessment and manual therapy)
· Maintain appropriate insurance where applicable
Failure to meet these responsibilities may compromise outcomes and may result in suspension or termination of services.

16.3 Treatment Compliance & Outcome Disclaimer
Rehabilitation outcomes depend on multiple factors including medical history, compliance with treatment plans, animal behaviour, environmental management, and external handling or training.
Hoof & Hound Veterinary Physiotherapy cannot guarantee specific results.
Failure to follow professional advice or prescribed rehabilitation programmes may negatively impact progress. Responsibility for such outcomes rests with the Client.
See Home Exercise Programme Disclaimer below.

16.4 Risk Acceptance & Animal Handling
Clients acknowledge that working with animals carries inherent risk, including but not limited to biting, kicking, striking, pulling away, or sudden movement.
By engaging services, Clients accept these inherent risks.
Clients are responsible for ensuring animals are appropriately trained, managed, and safely presented.
Hoof & Hound Veterinary Physiotherapy accepts no liability for injury or damage caused by animals under client ownership or control, except where required by law.

16.5 Safeguarding & Animal Welfare
Hoof & Hound Veterinary Physiotherapy operates with animal welfare as its highest priority.
Any concerns regarding neglect, abuse, or compromised welfare may be reported to appropriate authorities or veterinary professionals in accordance with legal and professional obligations.
Services may be withdrawn where welfare standards are not met.

16.6. Social Media, Reviews & Public Commentary
Clients are welcome to provide feedback and reviews.
However, defamatory, misleading, or abusive public commentary may result in immediate termination of services and potential legal action.
Where consent has been granted, the Business may tag or reference Clients on social media. Clients may opt out of tagging at any time in writing.

17. Amendments, Severability & Entire Agreement
These Terms constitute the entire agreement between Hoof & Hound Veterinary Physiotherapy and the Client.
If any provision is found to be unenforceable, the remaining sections shall remain in full force.
Hoof & Hound Veterinary Physiotherapy reserves the right to amend these Terms at any time.



















	Hoof & Hound Veterinary Physiotherapy: Home Exercise Programme Disclaimer

	Last updated: [01.06.2026]
This disclaimer applies to all home exercise programmes (HEPs), management advice, and rehabilitation plans provided by Hoof & Hound Veterinary Physiotherapy.

1. Individualised Programmes
All exercises and recommendations are tailored specifically to the animal assessed and must not be applied to other animals.
Programmes are based on the information available at the time of assessment and veterinary consent provided.
2. Client Responsibility
Clients are responsible for:
· Performing exercises exactly as instructed
· Monitoring their animal for signs of discomfort, pain, stress, or deterioration
· Stopping exercises immediately if concerns arise
· Informing Hoof & Hound Veterinary Physiotherapy of any changes in condition
Exercises must only be performed at the prescribed frequency and intensity.
3. No Guaranteed Outcomes
Rehabilitation results vary depending on many factors including medical history, compliance, behaviour, environment, and concurrent management.
Hoof & Hound Veterinary Physiotherapy cannot guarantee outcomes or recovery.
4. Changes in Condition
If your animal shows:
· Increased pain or lameness
· Behavioural changes
· Swelling, heat, or sensitivity
· Reduced willingness to perform exercises
you must stop the programme and contact us promptly. Veterinary reassessment may be required before continuing.
5. Veterinary Authority
Hoof & Hound Veterinary Physiotherapy operates strictly under veterinary referral for pathological/rehabilitation cases.
If new or worsening clinical signs appear, exercises must cease until further veterinary investigation has occurred and updated consent is provided.
For maintenance cases, if new clinical signs appear, exercises must cease until veterinary physiotherapy assessment and/or veterinary investigation has occurred and consent is provided. 
6. Limitation of Responsibility
Hoof & Hound Veterinary Physiotherapy accepts no responsibility for adverse outcomes resulting from:
· Incorrect performance of exercises
· Failure to follow instructions
· Continued exercise despite warning signs
· External handling, training, or management decisions


[image: ]







Hoof & Hound Veterinary Physiotherapy
Holly Payne MSc, BSc, NAVP, IRVAP
E: info@hoof-houndvp.com
T: 07471555258
W: www.hoof-houndvp.com
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