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OUR TERMS  
 
1. OUR CONTRACT WITH YOU  

 
1.1 These are the Terms and Conditions on which we supply fixed price Hospital Services to 
you, and along with the Payment Confirmation Letter, Admission Letter and Registration 
Form, form the Contract for services between you and us. By signing the Registration Form, 
you agree to the terms of the Contract.  

1.2 Please ensure that you read these Terms carefully. If you have any questions, concerns 
or comments, please contact us prior to admission to discuss. You are responsible for 
reading and agreeing to these Terms prior to consenting to undergo any treatment. 
 

2. OUR SERVICES  

2.1 We will supply the Services to you as set out in the Admission Letter, and which details 
the care and treatment that are included in the Fixed Price Hospital Fees and any 
appointment or admission dates. The Payment Confirmation Letter sets out the Fixed Price 
Hospital Fees and consultant’s professional fees. 

 
2.2 We will make every effort to provide the Services on the date that we have set out in 
your Admission Letter. However, we cannot promise this and we reserve the right to refuse 
your admission for any reason or to cancel or change the date of your admission. There may 
be delays or cancellations for any reason, such as because of an event outside our 
reasonable control, for operational or technical reasons or because your consultant does not 
think it is in your best interest for medical reasons. Where this happens or where we refuse 
admission, we will try to give as much notice to you as possible and any advance payment 
you have made for Services that have not been provided will be refunded to you within 
fifteen working days of notice of the date of cancellation. 

2.3 The decision as to whether you are fit for discharge rests with your consultant. Should 
you wish to stay in the Hospital after you have been declared fit for discharge the hospital’s 
Standard Charges will apply and you will be invoiced separately. If you discharge yourself 
against the advice of your consultant no further services will be provided as part of the Fixed 
Price Hospital Fees, and no refund will be given if you leave the Hospital earlier than 
expected.  

2.4 We will need certain information from you that is necessary for us to provide the 
Services, and this can be asked for by anyone involved in your care or treatment, including 
by our staff at the Hospital, by your consultant or other medical professional or in your 
Admission Letter.  
 
If you do not, after being asked by us, provide us with this information, or you provide us with 
incomplete or incorrect information, we may not be able to provide you with a full range of 
Services, and that could mean being unable to see you at our Hospital. Of course, if we are 
unable to provide the Services to you, you do not have to pay for the Services that we have 
not provided, but this does not affect your obligation to pay for any Services we have already 
provided. Any advance payment you have made for Services in accordance with the 
Payment Confirmation Letter for Services that have not been provided will be refunded to 
you within fifteen working days of notice of the cancellation date.  

2.5 If you do not pay us for the Services when the monies are due, we may not provide any 
remaining Services to you with immediate effect until you have paid us the outstanding 
amounts.  
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3. PACKAGE PRICE AND PAYMENT 

3.1 Following your consultation, you will be asked to participate in a pre-operative 
assessment. This is a telephone appointment with a nurse in which you will be asked 
questions about your health and medical history, and you will also be given details about 
your admission. Your nurse may then ask you to attend the hospital for a face to face 
appointment, so that they can undertake a more detailed pre-operative assessment.  If, 
following completion of the pre-operative assessment, we consider that for clinical reasons it 
is not appropriate to proceed with your surgery either at all, or because further tests or 
assessments need to be carried out, we will discuss this with you. Your nurse will also 
assess whether your surgery can be covered by the Fixed Price Hospital Fees; this will be 
subject to the results of your pre-operative assessment. 
 
If we are still able to offer the surgery but at a later date (due to the tests or assessments 
required) we will send you an Admission Letter with a new date for surgery. We will also 
confirm the hospital fees for the surgery and other items and services, either as Fixed Price 
Hospital Fees or, if the procedure is not included in the Fixed Price Hospital Fees list or 
cannot be covered based on your pre-operative assessment results, an itemised quotation. If 
we are not able to continue the surgery at all, we will tell you the reasons why.  

3.2 We will detail in your Payment Confirmation Letter the Fixed Price Hospital fees for your 
treatment. Costs incurred that are not included in the Fixed Price Hospital Fees will be 
charged at the Hospital’s Standard Charges.  

3.2 We calculate the Fixed Price Hospital Fees based on: 

(a) Your consultant’s medical advice, 

(b) The results of any scans and diagnostic tests 

(c) The complexity of your care and treatment, and 

(d) The results of your pre-operative assessment. 

 
3.3 We will ask you to pay the Fixed Price Hospital Fees in full, with the funds having cleared 
in advance of your admission to the Hospital. We may refuse admission if you have not paid 
in full. Your rights to a refund on cancellation are set out in clause 10.  

3.4 Your consultant, who may be a physician, surgeon, or anaesthetist, is an independent 
medical practitioner and not employed by us, and will charge you separately for his or her 
services. Those charges will be set out in the Payment Confirmation Letter. The Fixed Price 
Hospital Fees will not include your consultants’ fees, but we may take payment for their fees 
on their behalf. In this event, we are acting as the consultants’ agent only in collecting those 
fees; they remain an independent medical practitioner.  

3.5 We are not responsible for the acts and omissions of consultants, anaesthetists, or other 
independent medical practitioners. Your consultant and their secretarial staff also do not 
have authority from the Hospital to quote for hospital charges. Any hospital prices 
mentioned by them are subject to written confirmation by the Hospital. 

 

4. INCLUSIONS AND EXCLUSIONS 

4.1 What is included 
Unless we have said otherwise, the Fixed Price Hospital Fees for your surgery include: 
 

1 Any hospital care or treatment, provided it is part of the care 
and treatment plan devised by your consultant for you as part 
of your Fixed Price Hospital Fees at the Hospital 

 

2 Your nursing pre-operative assessment 
 

 Your accommodation and meals at the Hospital for as long as 
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you are required to stay at the Hospital (as advised by your 
consultant) 

3 Your nursing care while you are in the Hospital 
 

4 The Hospital’s theatre fees, drugs and dressings while you are 
in the Hospital 

 

5 Any necessary prosthesis (approved by us) where the 
procedure you will undergo at the Hospital requires a 
prosthesis 

 

6 Diagnostic imaging, such as x-rays or scans, physiotherapy, 
pathology and histology needed while you are an inpatient in 
the Hospital,  

 

 

7 Basic walking aids where clinically required for use in the 
Hospital (such as walking sticks or crutches and wheelchairs) 
but not home aids or larger items (such as stair lifts) 

 

8 Removal of stitches, dressings or plaster, if required 
 

9 Treatment for any clinical complications, as we explain in 
clause 6, below 

 

10 COVID-19 testing in preparation of admission.  
 

 
 

4.2 What is excluded 
Unless we have said otherwise, the Fixed Price Hospital Fees for your surgery exclude: 
 

1 Diagnostic tests or services undertaken as part of your 
consultant’s initial investigation to establish your diagnosis 
and subsequent treatment of your condition and which is 
undertaken  prior to your pre-operative assessment. These 
will be invoiced separately by us 

X 

2 The consultant’s or any other healthcare professional’s fee 
for the initial outpatient consultation 

X 

3 Your consultant’s or other healthcare professional’s 
operating fee and anaesthetist’s fee while you are an 
inpatient in the Hospital 

X 

4 Any care or treatment provided anywhere other than at the 
Hospital, including any NHS care or treatment or any 
treatment, diagnostic investigations or care undertaken at 
another private hospital 

X 

5 Any long-term care or treatment, which is longer than the 
extent of care indicated in Clause 6. 

X 

6 Any take home drugs or medication and equipment (such as 
walking aids) 

X 

7 Any convalescence, treatment, accommodation or meals 
provided by the Hospital after your consultant has advised 
that you are fit for discharge 

X 

8 Personal costs such as visitors’ meals and other sundry 
items 

X 

9 Ambulance or taxi fees X 

10 Any costs or fees not specified as included in clause 4.1 or 
in your Admission Letter 

X 
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11 Any provision of any of the above will be charged separately 
to you at the Hospital’s Standard Charges and you will be 
responsible for payment of those charges 

X  

12 Any medical treatment not related or connected with the 
care and treatment identified at your pre-assessment, which 
requires a separate pathway of care, or is not clinically 
required, whether or not carried out at the Hospital, even if 
you are not discharged from the Hospital, is not included in 
the Fixed Price Hospital Fees 

X 

 

5. NHS TREATMENT 
5.1 If you require any NHS treatment and you are not eligible for free at the point of use NHS 
treatment as stipulated in the National Health Service (Charges to Overseas Visitors) 
Regulations 2015 (as amended) (the “Overseas Regulations”), you will be liable to pay any 
charges for any treatment or care carried out by the NHS, and we shall invoice you to 
recover any costs incurred as a result of any NHS treatment in line with the Overseas 
Regulations.  

 
5.2 If you require any unexpected care in the Hospital’s high dependency unit or intensive 
care unit you will be transferred as an NHS patient (where applicable).  
 

6. FOLLOW-UP AND COMPLICATIONS 

6.1 While we will always try to meet your expectations, we cannot guarantee the result of 
any procedure, care or treatment, and it is possible that complications with your treatment or 
surgery can occur. Your consultant will explain about these to you before your treatment.  

6.2 The Fixed Price Hospital Fees cover the cost of your post-operative care and medical or 
surgical complications directly related to your surgery for six months following your discharge 
from the Hospital following the procedure to the extent described in clause 6.1, provided 
that: 

(a) Such post-operative care and complications are treated at the Hospital; and 

(b) You have followed the advice of your consultant involved in your care or treatment at the 
Hospital. The decision as to whether a complication is related to the procedure rests with 
your consultant. 
 
7. CHANGES TO THESE TERMS 

7.1 We may change these Terms at any time, including, for example:  

(a) Where we reasonably consider it will make it easier to understand; or 

(b) Because of changes to the law, codes of practice or the way in which we are regulated;  

(c) To cover a development or change in the services that we provide. 

7.2 If we have to change these Terms under clause 7.1, the new Terms will only apply to any 
new care or treatment that you may receive and will not apply to any care or treatment that 
you may be part through or currently receiving as part of the Fixed Price Hospital Fees when 
the change to these Terms is made.  

7.3 If you wish to end any care or treatment before it is completed, you may do so and your 
rights to do so are set out in clause 10.  

 
8. IF THERE IS A PROBLEM WITH THE SERVICES PROVIDED 

8.1 If there is any problem with the Services we provide, please contact us and tell us as 
soon as reasonably possible, and we will investigate the problem under our complaints 
procedure and try to repair or fix the problem as soon as we can. Please ask any member of 
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staff at the Hospital for a leaflet about our complaints procedure. Your right to a refund in 
such circumstances will be decided on a case by case basis.  

8.2 You have legal rights in relation to Services not carried out with reasonable skill and 
care, or if the materials we use are faulty or not as described. Nothing in these Terms will 
affect these legal rights. 

 

8.3 If the Hospital fails to comply with the Contract, the Hospital is responsible for loss and 
damage you suffer that is a foreseeable result of the Hospital breaching this Contract or the 
Hospital's failing to use reasonable care and skill, but the Hospital is not responsible for any 
loss or damage that is not foreseeable. Loss or damage is foreseeable if it is either obvious 
that it will happen at the time this Contract was made or if you and the Hospital both knew it 
might happen, for example, if you discussed it with the Hospital prior to the date of the 
provision of Services.  

 

8.4 The Hospital does not exclude or limit in any way our liability to you where it would be 
unlawful to do so. This includes liability death or personal injury caused by our negligence of 
the Hospital's employees, agents or subcontractors; for fraud or fraudulent 
misrepresentation; for breach of your legal rights in relation to the services included under 
our Contract 
 

9. EVENTS OUTSIDE OUR CONTROL 

9.1 We will not be liable or responsible for any failure to perform, or delay in performance of, 
any of our obligations under these Terms that is caused by an event outside our reasonable 
control. 

9.2 If an event outside our reasonable control takes place that affects the performance of our 
obligations under these Terms we will contact you as soon as reasonably possible to notify 
you, and our obligations under these Terms will be suspended and the time for performance 
of our obligations will be extended for the duration of the event outside our reasonable 
control.  

9.3 You may cancel the Contract if an event outside our reasonable control takes place and 
you no longer wish us to provide the Services. Please see your cancellation rights under 
clause 10.  
 

10. YOUR RIGHTS TO CANCEL AND APPLICABLE REFUND 
 

10.1 If you decide not to go ahead with the procedure as part of your Fixed Price Hospital 
Fees, you may contact us at any time to cancel.  

10.2 If your procedure is carried out you shall not be entitled to a refund.  If you discharge 
yourself early following your procedure, either deciding to yourself or being medically fit 
to do so, you will not be entitled to any refund of monies. 

10.3 Depending on when you inform us of your wish to cancel, the following rate of refund 
deduction shall apply: 

10.3.1 Patients with stock prostheses 

Service Type Service 

Utilised 

Refund 

deduction 

Cancellation after 

pre-assessment 

but before 

Pre-operative 

assessment 

10% 
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10.2.2  Patients with custom prostheses 

 

 
 
 
 
 
 
 
 
 
 

 
 

 

10.2.3 We will refund any advance payment made by you or on your behalf for 
Services that we have not yet provided to you. Any such refund will be made by 
cheque or electronic transfer only to the cardholder or person who made the original 
payment, within fifteen working days of notice of the date of cancellation. Please note 
we do not make refunds in cash. 

 

10.3 You are responsible for complying with all of terms of our Contract, including but not 
limited to timely payment of all fees due and payable.  

 
11. OUR RIGHTS TO CANCEL AND APPLICABLE REFUND 

11.1 We may have to cancel any appointment or admission date or any care or treatment to 
you before it is due to start for any reason, including, for example, due to unavailability of key 
personnel or key materials without which we cannot provide your care or treatment or 
because of an event outside our reasonable control. We will promptly contact you if this 
happens. We will always try to rearrange any appointment or admission dates with you. If we 
are not able to find any suitable alternative dates and instead we have to cancel the 
provision of any part of the Fixed Price Hospital Fees to you, and payment in advance has 
been made by you or on your behalf for any part of the Fixed Price Hospital Fees that have 
not been provided to you, we will refund these amounts by cheque or electronic transfer only 
to the cardholder or person who made the original payment, within fifteen working days of 
notice of the date of cancellation Please note we do not make refunds in cash. 

11.2 We have the right to cancel your admission at any time if you do not pay us when you 
are supposed to.  
 

 
 
 

admission 

Cancellation after 

admission but 

before procedure. 

Pre-operative 

assessment 

and ward 

admission 

20% 

Service Type Service 

Utilised 

Refund 

deduction 

If procedure is confirmed and the prosthesis ordered. 

Payment in full for prostheses will be due. 

Cancellation after 

pre-assessment 

but before 

admission 

Pre-operative 

assessment 

10% plus cost of 

prosthesis 

Cancellation after 

admission but 

before procedure. 

Pre-operative 

assessment 

and ward 

admission 

20% plus cost of 

prosthesis  
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12. INFORMATION ABOUT US AND HOW TO CONTACT US 

12.1 RNOH Private Care, the private division of the Royal National Orthopaedic Hospital 
NHS Trust. Our central office is at Royal National Orthopaedic Hospital NHS Trust, Brockley 
Hill, Stanmore, Middlesex, HA7 4LP.  

12.2 If you have any questions or you wish to contact us (for example, to cancel the 
Contract), you can contact us by telephoning our teams on the following numbers: 
 

- If your query is about your forthcoming admission: call the bookings team on 0208 909 
5712 or 5713;  
- If your query is about your Fixed Price Hospital Fees: call the finance team on 020 909 
5140; 
- If your query is about your treatment, please contact your consultant’s private practice 
secretary.  

 
13. OTHER IMPORTANT TERMS 

13.1 This Contract is between you and Royal National Orthopaedic Hospital NHS Trust. No 
other person or organisation shall have any rights to enforce any of its terms.  

13.2 If there is any conflict between these Terms and your Payment Confirmation Letter, 
Admission Letter or your Registration Form, these Terms will take precedence. If there is 
any conflict or inconsistency between any marketing materials and these Terms, your 
Payment Confirmation Letter, Admission Letter and the Registration Form (which together 
form the Contract between you and us), the terms of that Contract will take precedence. 

 

13.4 You are responsible for ensuring that you and your chaperone adhere to appropriate, 
non-abusive conduct at all times when communicating with us. We reserve the right to cease 
and terminate our Contract with you if you or your chaperone engage in abusive behaviour in 
either verbal and/or written communication.  

 

13.5 You must keep the Hospital updated of any changes in your contact details as the 
Hospital will contact you using your last known contact details.  

 
13.6 You can make no variation or exceptions to these Terms unless the variation is agreed 
in writing and countersigned by us.   
 
13.7 NOT USED 
 
13.8 If a court finds part of this Contract illegal, the rest will continue in force. Each of the 
paragraphs of these terms operates separately. If any court or relevant authority decides any 
of them are unlawful, the remaining paragraphs will remain in full force and effect.  
 
13.9 You are responsible for providing to the consultant (and the Hospital, if required) a 
medical history for you that is as accurate, reliable and as complete as possible.  You 
understand that withholding significant medical information could put your health at risk and 
that if this is later identified, your treatment may be cancelled.  You are responsible for 
notifying the consultant (and the Hospital if necessary) immediately if a change occurs to 
your previously disclosed medical history, health or wellbeing, such as substantial weight 
gain, pregnancy, change in medication dosage or other similar issues.  Failure to do so may 
result in cancellation of your treatment. You are responsible for complying with all pre and 
post-operative instructions and guidelines given to you by the Hospital (and the consultant).  
Failure to do so will put your health at risk and any costs incurred for further surgery, 
treatment or Hospital readmission as a result of not complying will not be covered by the 
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consultant.  Any actions that deviate from the specific instructions provided to you by the 
Hospital or the consultant (e.g. applying non-recommended products to a wound) would be 
considered as non-compliance and any costs incurred for further surgery, treatment or 
Hospital readmission as a result of this will not be covered by the Hospital or consultant. 

 
13.10 The confidentiality of patient information is of paramount concern to the Hospital. To 
this end, the Hospital complies with the Data Protection Legislation and clinical 
confidentiality guidelines. The Hospital is a Data Controller for the purposes of the Data 
Protection Legislation and will use your personal data for the purpose of providing you with 
Services in accordance with these Terms. Without this information, we will not be able to 
support you.  
 
13.11 You have the right to request a copy of the personal data the Hospital holds about you 
and to correct any inaccuracies in your information. Clinical information will be kept 
confidential and secure. It will only be disclosed to, and received from, those involved with 
your treatment or care or to their agents and, if applicable, to any person or organisation who 
may be responsible for meeting your treatment expenses, or their agents (e.g. where 
payment is being met by insurers). Such people or organisations may wish to send details of 
your treatment or expenses to companies outside of the United Kingdom for processing. 
 
13.12 Access to non-clinical information may be granted by the Hospital to others, including 
your consultant on a strictly confidential basis in the course of, and for the purpose of, the 
efficient administration of the Hospital's business (for example, in connection with audit, 
systems development, managing or improving services). 

 
13.13 These Terms are governed by English law. You and we both agree to submit to the 
non-exclusive jurisdiction of the English courts.  

13.14 The Hospital does not accept responsibility for any cash or valuables that are brought 
onto the premises or Hospital’s grounds.  
 
13.15 Anonymised data may be used by the Hospital, or disclosed to others for research or 
statistical purposes. The Hospital supports the assessment of clinical governance. As part of 
these initiatives, the long term effectiveness of certain treatments is measured. To assist in 
these reviews, your personal data may be used by the Royal National Orthopaedic Hospital 
NHS Trust, or disclosed to researchers of organisations such as the National Institute for 
Clinical Excellence, the Cancer Registry, or the Public Health Laboratory Service involved in 
such research and will be used only for the specific purposes of the research. Such 
researchers will be under a duty of medical confidentiality and that imposed by the Data 
Protection Legislation. 

 
 
14. DEFINITIONS  

14.1 When the following words with capital letters are used in these Terms, this is what they 
will mean:  

14.2 When we use the words “we”, “our” or “us” in these Terms we mean Royal National 
Orthopaedic Hospital NHS Trust, Brockley Hill, Stanmore, Middlesex, HA7 4LP.  

14.3 When we use the words “writing” or “written” in these Terms, this will include e-mail 

unless we say otherwise. 

Admission Letter: the letter that we send to you, following your pre-operative assessment, 
detailing the care and treatment and the Fixed Price Hospital Fees. The letter will also 
include confirmation of the date of your procedure. 
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Contract: the contract formed between us and you in accordance with these Terms, the 
Admission Letter, Payment Confirmation Letter and Registration Form.  

Data Protection Legislation:  for the periods in which they are in force in the United 
Kingdom, the Data Protection Act 2018 (and regulations made thereunder), the UK GDPR, 
the Privacy and Electronic Communications (EC Directive) Regulations 2003 and all 
applicable laws and regulations relating to processing of personal data and privacy, including 
where applicable the guidance and Codes of Practice issued by the Information 
Commissioner, in each case as amended or substituted from time to time. 

Fixed Price Hospital Fees: the price that you pay for care, treatment or procedures to be 
carried out at the Hospital, which we have detailed in the Payment Confirmation Letter and 
for which you have agreed to pay under the RNOH Private Care Price Promise Fixed Price 
Hospital Fees arrangement.  

Hospital: means RNOH Private Care. 

Hospital’s Standard Charges: the rates for RNOH Private Care outside of the Fixed Price 
Hospital Fees as will be advised to you to you separately.   

 
Payment Confirmation Letter: the letter sent following your pre-operative assessment, 
outlining the hospital fees for the treatment or procedures to be carried out at the hospital 
and your consultant’s professional fees, in accordance with the details outlined in Sections 3 
and 4.   
 
RNOH Private Care: Royal National Orthopaedic Hospital NHS Trust.  

Registration Form: the registration form signed by you (and enclosed with the Payment 
Confirmation Letter) prior to admission at the Hospital.  

Services: the services that we are providing to you as set out in the Admission Letter.  

Terms: the terms and conditions set out in this document.  

UK GDPR: means Regulation (EU) 2016/679 of the European Parliament and of the Council 

of 27 April 2016 on the protection of natural persons with regard to the processing of 

personal data and on the free movement of such data as it forms part of the law of England 

and Wales, Scotland and Northern Ireland by virtue of section 3 of the European Union 

(Withdrawal) Act of 2018. 


