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About 
“The business”, “me”, and “I” refer to the therapist, who offers the service to the client through their business 
entity, Healing Roots Counselling & Psychotherapy. “The client” or “you” refers to the client using the service. 
This document, together with all other terms found on the website, the Counselling Agreement and its 
accompanying email, constitute the business’ full terms and conditions. They serve as a binding contract 
that the client and therapist are expected to abide by. The business reserves the right to amend and enforce 
these terms at any time. If any provision of this agreement is held to be invalid or unenforceable for any 
reason, the remaining provisions will continue in full force and effect.  

Standing Appointments 

Unless otherwise agreed, your appointment time is reserved as a recurring slot on the same day and time, 
referred to as a "standing appointment". To confirm your first session and reserve any standing 
appointment, you must complete the Client Intake Form and provide a valid card, which will be charged the 
cost of your first session. Alternative payment methods are not available for your first session, and refusal to 
sign the agreement or provide valid card details will, unfortunately, result in you being unable to access my 
services. 

If you miss or skip an appointment and do not contact me within 7 days, your standing appointment will be 
released for others to book. If you take a break from therapy without an agreed return date and I do not 
hear from you within 2 weeks, your standing appointment will be released without further notice. If you owe 
money, you will be unable to book another session until the debt is settled. Failure to make contact and 
settle this debt within 2 weeks will result in your standing appointment being released. In these cases, you 
are still liable for all owed fees. 

Session Length 
Individual and joint sessions with two people will generally last for 60 minutes. Sessions with three or more 
people will generally last 90 minutes. This includes time for rebooking and collecting payment. You are 
expected to arrive on time for your sessions. Please allow extra time before your session in case of issues 
such as traffic or technical difficulties. Should you be late for any reason, your session will not be extended.  
 
Payment 
Payment for a service is preferred at the time of booking and due no later than 24 hours before it is planned 
to begin. After this point, it is overdue. A service will not begin until payment has been received in full, and 
any time spent settling payment will be deducted from your session time. From the second session onwards, 
accepted payment methods include: 

●​ Bank transfer 
●​ Cash 
●​ Card/contactless payment 
●​ Digital invoice 
●​ Charging a stored card 

Failure to send the agreed amount by the due date will result in the card on file being charged the full 
remaining amount for the service. This will usually be collected any time from the time payment becomes 
overdue until the start of your session. If you have forgotten to send payment prior, please do not send it on 
the day of your appointment, as I may have already charged your card on file. Please read the Card on File 
Agreement for more information about how and when your card can be charged.  

 



 
 
Cancellation Policy 
A 24-hour cancellation policy applies to all services. Appointments cancelled or rescheduled with less than 24 
hours' notice are non-refundable and will be charged at the full session rate. If you fail to attend a scheduled 
session without prior notice, no refund will be issued, and any outstanding balance remains due. Refunds for 
sessions cancelled with sufficient notice will be processed within 7 days of request to the original payment 
method. If you are unwell or unable to attend a session, you should cancel with as much notice as possible 
or request that your session be held by phone or Teams instead. While there may be genuine circumstances 
that prevent you from attending, I ask for your understanding that this still results in a loss of income as 
your slot cannot be filled at short notice. I reserve the right to enforce this policy on a case-by-case basis 
where genuine exceptional circumstances arise.  

Notes 
To remain engaged with you throughout, I will generally not take session notes during your appointment and 
instead write them afterwards. To assist me in writing your notes, I securely transcribe sessions for 
summarisation by my management software, splose. Splose and its integrated artificial intelligence have 
been created specifically for healthcare workers and abide by all UK data protection regulations. They have 
a zero-retention data policy, meaning that session transcriptions are never stored or used by the software 
for any other means. Generated summaries will be reviewed and edited as necessary before being used to 
write your session notes. To ensure I hold your data for no longer than necessary, unless otherwise required 
by law or statute, your data will be retained for 3 years from your last session and then destroyed. Your data 
remains encrypted at all times and is anonymised where necessary. You can withdraw your consent for 
sessions to be transcribed or notes taken at any time. However, please acknowledge that this will likely 
negatively affect the quality of your sessions, as session planning will be much more difficult. More 
information on therapy notes is available in the Counselling Agreement and Privacy Notice. If you have any 
questions about this, please speak to me. 

Holidays 
Please give at least 2 weeks' notice of any holidays that would disrupt sessions where possible. I will aim to 
do the same. 

 

 



 
 
Limitations of Confidentiality 
Everything you discuss with me in sessions is confidential, meaning I will not disclose to anyone what you tell 
me or share information about you that could identify you. However, there are some limitations to this: 

a)​ The BACP requires that I attend monthly supervision to practice safely and ethically. When 
discussing anything that occurred during your sessions with my supervisor, your full name and 
other identifying details will be withheld to ensure anonymity and confidentiality. 

b)​ Should you divulge that you have been (or plan to be) party to any illegal activities that put 
yourself or others at risk of harm, I have an ethical responsibility to report this to the required 
safeguarding parties, including but not limited to the police, social services, my supervisor, 
and medical personnel. 

c)​ I must inform the police if you disclose that you have been part of serious illegal activities, 
including money laundering, drug trafficking and terrorism. In these cases, I will not notify 
you that I have done this. 

d)​ If you are involved in a court case or under investigation and your session notes are 
subpoenaed, I must comply. If this happens, I will notify you. 

e)​ In the event you admit to being an immediate or serious risk to yourself or others during a 
session, I have an ethical responsibility to protect you by extending confidentiality to medical 
and legal professionals, including the police and all relevant personnel. 

Should we see each other outside of sessions, I will not publicly acknowledge you to protect your 
confidentiality and anonymity.  

Inappropriate Behaviour 
The professional relationship between us is extremely important and professional boundaries should not be 
blurred. Significant or repeated instances of inappropriate behaviour will result in our session being 
permanently terminated. Inappropriate behaviour is any behaviour that is disrespectful or blurs the 
boundaries of our professional working relationship. This includes, but is not limited to: 

●​ Acting in a flirtatious or sexual way. 
●​ Trying to befriend each other or meet outside of sessions. 
●​ Behaving aggressively, threateningly, or abusively. 
●​ “Adding” or messaging one another on personal social media accounts. 
●​ Arriving late or missing sessions altogether. 
●​ Not paying on time. 
●​ Going over the agreed session duration. 
●​ Contacting each other outside of sessions more than reasonably necessary. 
●​ Contacting via methods other than text and email. 
●​ Trying to find out details about each other online or through other people. 
●​ Giving large, expensive or repeated gifts. 

In cases where therapy is terminated due to inappropriate behaviour, you will be liable to pay for any 
sessions cancelled outside the 24-hour notice period, even if the cancellation is initiated by me. I reserve the 
right to refuse service to any person. 

 

 



 
 
Referrals & Endings 
In some cases, it may become clear that I am not the right therapist to help you, such as if the therapy is 
not helping you to reach your goals or you divulge something I am not competent to work with. If this 
happens, it is not a reflection on or rejection of you; it will be raised openly and honestly with the intention of 
getting you the best help possible. In these cases, even if you wish to continue with sessions, if my 
supervisor or I feel they are not helpful, I may refuse to offer further sessions and instead ask you to seek 
another therapist or service, which I am happy to help you find. This decision would not be made without 
speaking to you first. If you begin to feel at any point that I am not the right therapist for you or you are not 
getting what you want from our sessions, please raise this with me as soon as possible so I can offer better 
support or help you to find someone else who might be a better fit. Please give at least one session’s notice 
of your desire to terminate therapy, where possible. 
 
Administration Charges 
If I have been unable to claim payment for a session and it is 10 days overdue, you will begin to be charged 
administrative fees to cover the time taken to recover your debt. These fees will apply to the following tasks 
and are billed at approximately: 

●​ £5 per initial text and email per day 
●​ £10 per letter (digital) 
●​ £30 per letter (physical) 
●​ £60 per court filing 

Please note that these figures are estimates only, and the final charges will be invoiced to you after the last 
administrative task is completed. To ensure fairness, I will make no more than three attempts to pursue 
payment once it becomes overdue and will avoid duplicating communications where possible. I do not 
provide physical letters unless requested, so please expect communications via text and email. I take no 
responsibility for you failing to see or respond to these communications, such as if they go to your spam 
folder. You are expected to be aware of your debt and to proactively pay all fees as soon as possible. 

Administrative charges incurred in the event of wrongful chargebacks are calculated to cover the bank's 
processing penalty fee and the time required to dispute the chargeback. As these variables cannot be known 
in advance, an estimate cannot be given. You remain liable to pay the administrative fee once it has been 
calculated. 

Non-Payment 
Where payment is 30 days overdue, legal action will be commenced to reclaim all money owed unless a 
repayment plan has been agreed and actioned in good faith. Once legal action has been commenced, you 
will be liable for all additional fees incurred, including but not limited to all legal fees and claimable interest. 
It is your responsibility to see and respond to these communications; I take no responsibility for your failing 
to do so. You are expected to monitor owed fees and be proactive in settling them as soon as possible. 
 
If there are genuine circumstances that prevent you from paying the full amount owed, please contact me 
as soon as possible so we can arrange a repayment plan. I am always open to discussing a way forward 
that minimises financial strain and stress as much as reasonably possible. If it becomes apparent that you 
cannot afford our sessions, please speak to me as soon as you can so we can discuss pausing or adjusting 
the session frequency to suit your budget. You will not be penalised for doing so. 

 

 



 
 
Complaints 
I will always aim to act safely, ethically, and within your best interests. However, if you wish to file a 
complaint, please contact me directly to begin the process. Please note that there is a 3-year cutoff from the 
original issue occurring to lodge a complaint. The complaints process is as follows: 

1)​ The client should alert the business to their complaint as soon as possible by emailing 
tara@rootsinhealing.com. The client should please include the following in the email: 

a)​ The reason for the complaint. 
b)​ Any remedial action they wish for the business to take. All requests should be fair, realistic, 

and proportionate. 
2)​ The business will fairly consider the client’s complaint and respond by email within 30 days of receipt. 

This response will include: 
a)​ A response to the points raised by the client in the complaint.  
b)​ An offer of remedial action, if deemed fair and necessary. 

3)​ The client will have 30 days from the date of the response to accept or refuse. If the client does not 
respond within the specified time or if they accept the response, the complaint will be closed. 

4)​ If the business and client cannot agree on a suitable solution, the client should contact the British 
Association for Counsellors & Psychotherapists to initiate their complaints process. This can be found 
at: 
www.bacp.co.uk/about-us/protecting-the-public/professional-conduct/how-to-complain-about-a-ba
cp-member/ 

If you are dissatisfied with your session or have a billing query, you agree to first contact me directly to 
resolve the matter. You agree to engage in good-faith communication via the complaints procedure before 
initiating any external payment dispute or chargeback with your bank or card provider. In the event of a 
fraudulent or wrongful chargeback, I reserve the right to treat the reversed funds as an outstanding debt. I 
will pursue recovery of this debt, along with an administrative fee to cover any costs and time spent in 
recovering payment, including any third-party processing penalties. Sessions will be suspended immediately 
until the balance is cleared in full. 

 

mailto:tara@rootsinhealing.com
http://www.bacp.co.uk/about-us/protecting-the-public/professional-conduct/how-to-complain-about-a-bacp-member/
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