Cancellation & Appointment Policy 

Sophie Germany Veterinary Physiotherapy 
Mobile Veterinary Physiotherapy (Equine & Canine)

As a mobile practitioner, each appointment includes dedicated treatment time, travel time, and mileage allocation. Late cancellations prevent those appointments from being offered to other clients and result in significant loss of business time. The following policy therefore applies to all bookings.

1. Notice Period
A minimum of 48 hours’ notice is required to cancel or reschedule an appointment.
2. Late Cancellations
· Cancellations made less than 48 hours before the appointment will incur a charge of 75% of the full appointment fee.
· Cancellations made within 24 hours of the appointment will incur a charge of 100% of the full appointment fee.
3. No-Shows & Failed Appointments
If I attend the agreed location and:
· The animal is not available,
· The handler/owner is not present,
· The horse is not caught/ready,
· The dog cannot be safely handled,
· Suitable facilities are not available,
· Veterinary consent has not been obtained where required,
the full appointment fee plus mileage will be charged.
4. Yard Visits (Equine Clients)
For yard visits, it is the owner’s responsibility to ensure:
· The horse is caught, clean, dry, and ready at the scheduled time
· A safe, level, non-slip, and well-lit area is available
· A competent handler is present
Time spent waiting for horses to be caught or facilities to be prepared will be deducted from the treatment session. If treatment cannot proceed, full charges apply.
5. Weather & Unsafe Conditions
Appointments will proceed in most typical UK weather conditions. However, treatment will not take place if conditions are deemed unsafe.
This includes (but is not limited to):
· Frozen, slippery, or unsafe yard surfaces
· Flooded access routes or fields
· Severe snow or unsafe driving conditions
· Extreme heat where treatment would compromise horse or dog welfare
· Storm conditions making travel or handling unsafe
If I determine that conditions are unsafe upon arrival, the appointment will be rearranged without penalty.
However, if unsafe conditions were reasonably foreseeable (e.g. frozen yard with no alternative safe area provided) and no prior notice was given, a call-out fee or 50% of the appointment fee may be charged at discretion.
Client and practitioner safety, along with animal welfare, is always the priority.
6. Veterinary Consent
Under the Veterinary Surgeons Act 1966, veterinary consent is required prior to physiotherapy treatment. If consent has not been obtained and treatment cannot legally proceed, the full appointment fee will be charged.
7. Emergency Cancellations
Genuine emergencies (e.g. urgent veterinary hospitalisation) will be considered at discretion. Evidence from your veterinary surgeon may be requested.
8. Payment of Fees
Cancellation and failed appointment fees must be paid within 7 days. Outstanding balances must be cleared before further appointments can be booked.
9. Agreement
By booking an appointment with [Your Business Name], you confirm that you have read, understood, and agreed to this policy.

