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1.  How Payment Works

HealthBridge operates two distinct payment models depending on who has commissioned the assessment. All invoicing is handled via Zoho Books, with payment by bank transfer to HealthBridge's Monzo business account. Details are provided on every invoice.

	There are no subscription fees, retainer charges, or minimum volume commitments. Each referral is priced and invoiced individually at the agreed service rate.



1.1  Employer-Funded Referrals (Standard Model)
Where an employer refers an employee for an OH assessment:
1. An invoice is issued 48 hours before the scheduled appointment. This serves as confirmation of the booking and allows the employer sufficient time to process payment.
1. Payment is due within 14 calendar days of the invoice date.
1. The completed OH report is released to the employer once both of the following conditions are met: (a) the employee has consented to release (as required by the Access to Medical Reports Act 1988); and (b) payment has been received or a credit arrangement is in place.
1. For established clients in good standing, reports may be released on completion with payment to follow within the 14-day term at the Clinical Lead's discretion.
1. New clients or clients with outstanding overdue invoices: report is withheld until payment is received. The employee will be advised that their report has been completed and that release to the employer is pending employer payment, without this affecting any clinical relationship.

1.2  Self-Funded Employee Referrals
Where an employee is funding their own assessment directly:
1. Full payment is required at the time of booking to confirm and secure the appointment slot.
1. An invoice is issued via Zoho Books at the point of booking. Payment must be received by bank transfer within 48 hours of booking, or the appointment is automatically released.
1. No appointment is confirmed until payment has cleared. A confirmation email is sent once payment is received.

1.3  Service Fees
Current assessment fees are as published on the HealthBridge website (www.healthbridge.org.uk) or as agreed in writing at the time of referral. Fees are:
1. Standard GP-led remote OH assessment: published rate
1. Complex GP-led remote OH assessment (e.g., active misconduct/disciplinary process, suspension): published rate
1. Additional services (e.g., addendum letters, GP correspondence, report amendments): quoted separately

Fees are subject to annual review. Any change in fee applies to new referrals received after the effective date of the change; existing confirmed bookings are invoiced at the rate agreed at the time of booking.

1.4  Late Payment — Employer Referrals
HealthBridge reserves the right to claim statutory interest on overdue invoices under the Late Payment of Commercial Debts (Interest) Act 1998. The statutory rate is 8% per annum over the Bank of England base rate, applied from the due date until the date of payment.

1. A payment reminder is sent 3 days before the due date and on the due date.
1. Where payment remains outstanding 7 days after the due date, a formal notice is issued. Future referrals from that employer may be paused until the outstanding balance is settled.
1. Debt recovery costs incurred in collecting overdue invoices may be added to the amount owed, in accordance with the Late Payment of Commercial Debts (Interest) Act 1998.

For self-funded employee referrals, late payment provisions do not apply as payment is taken upfront to confirm the booking.

2.  Cancellations and No-Shows

The following definitions apply throughout this section:
1. Cancellation: advance notice given by either party before the scheduled appointment time.
1. No-show: the employee fails to attend or connect within 10 minutes of the scheduled start time without prior notice to HealthBridge.
1. Appointment time: all timings are calculated from the scheduled start of the consultation, not the time of booking.

2.1  Cancellation by HealthBridge
Where HealthBridge cancels an appointment:
1. Employer-funded: the invoice is cancelled in full. No charge applies.
1. Self-funded employee: full refund issued within 5 working days.
1. Where a technical failure prevents the consultation from proceeding and cannot be resolved after one rescheduling attempt, the appointment is treated as cancelled by HealthBridge and the above applies.
1. HealthBridge will give as much notice as possible of any cancellation and will offer the next available appointment.

2.2  Cancellation by the Employer or Employee — Employer-Funded Referrals

	Timing of Cancellation
	Fee Charged to Employer
	Notes

	More than 48 hours before appointment
	No charge — invoice cancelled
	Rebooking offered at standard rate.

	24 to 48 hours before appointment
	25% of assessment fee
	Covers administrative and scheduling time already committed.

	Less than 24 hours before appointment
	50% of assessment fee
	Slot is unlikely to be filled at short notice.

	After clinical preparation has begun (referral reviewed, notes read)
	50% of assessment fee — regardless of timing
	Clinical preparation time is non-recoverable once committed.



2.3  Employee No-Show — Employer-Funded Referrals
Where the employee fails to attend a booked appointment without prior notice:

	Occasion
	Fee Charged to Employer
	Action

	First no-show by the same employee
	No charge
	One rebook offered at no additional cost. Employer is notified. HealthBridge will attempt to make contact with the employee via the employer to confirm intent to attend before rebooking.

	Second no-show by the same employee
	50% of the assessment fee
	No further rebooking will be offered until the employer contacts HealthBridge in writing to confirm the employee's commitment to attend and the circumstances have been discussed. The 50% fee applies to the second missed appointment.



	The employer is responsible for ensuring the referred employee attends their scheduled appointment. Where repeat no-shows indicate the referral is unlikely to proceed, HealthBridge reserves the right to close the referral and advise the employer accordingly. Any outstanding fees remain due.



2.4  Cancellation by Self-Funded Employees

	Timing of Cancellation
	Refund
	Notes

	More than 48 hours before appointment
	90% refund (10% admin fee retained)
	Refund issued within 5 working days.

	24 to 48 hours before appointment
	50% refund
	Refund issued within 5 working days.

	Less than 24 hours before appointment
	No refund
	The appointment slot cannot be filled at short notice.

	After consultation has commenced
	No refund
	Payment is non-refundable once the assessment has begun.



2.5  No-Show — Self-Funded Employee
Where a self-funded employee fails to attend their booked appointment without prior notice:
1. The full fee is forfeited. No refund is issued.
1. A single rebooking is offered at 50% of the standard assessment fee, to be taken within 30 calendar days of the original appointment date.
1. If the rebooking is also not attended without prior notice, no further discounted rebooking is available. A fresh booking at the full rate may be made.

2.6  Accessibility Service Cancellations (Interpreter / BSL)
Where an interpreter or BSL service has been booked and is cancelled less than 24 hours before the appointment:
1. The full cost of the interpreter or BSL service is charged to the booking party (employer or self-funded employee) at cost — HealthBridge incurs this expense from the provider regardless of cancellation.
1. The cost will be itemised separately on the invoice with provider details.
1. Cancellations with more than 24 hours' notice: HealthBridge will attempt to cancel the interpreter booking without charge. Where a cancellation fee is incurred by the provider, this is passed through at cost.

3.  Additional Services and Report Revisions


	Service
	Fee
	Notes

	Minor report revisions
	No charge
	Typographical corrections, factual clarifications, and formatting adjustments requiring less than 15 minutes of clinician time. Requested within 7 days of report issue.

	Substantial report revisions
	£125 per hour (minimum 1 hour)
	Structural changes, incorporation of new medical evidence, or requests that require clinical re-analysis. Fee quoted and agreed in writing before work commences. Invoiced on completion.

	Reassessment / follow-up consultation
	Standard assessment rate
	Where a new clinical assessment is required (e.g., following significant change in circumstances). Treated as a new referral and invoiced accordingly.

	Employer advisory letter or addendum
	Quoted on request
	Brief written advice or supplementary communication to the employer following an assessment. Pricing depends on complexity.

	Short-notice interpreter / BSL (less than 48 hours)
	Cost plus 10% handling
	Pass-through of provider cost plus a 10% handling charge to cover coordination. Itemised on invoice. Pre-booked (48h+ notice) interpretation is included in the standard service fee.



4.  Payment Disputes

Where a client disputes an invoice or cancellation charge:
1. Contact HealthBridge in writing at contact@healthbridge.org.uk within 28 calendar days of the invoice date, setting out the nature of the dispute clearly.
1. The Clinical Lead will review the matter and respond within 14 working days.
1. Where a dispute relates to the clinical content of an OH report, the Complaints Policy process applies separately to any fee dispute.

Where a payment dispute cannot be resolved by agreement:
1. Business clients (employer-funded referrals): the matter may be referred to the County Court. For debts under £10,000, the Small Claims Track is available without legal representation.
1. Consumer clients (self-funded employees): the matter may be referred to the County Court Small Claims Track. Consumer rights under the Consumer Rights Act 2015 are not affected by this policy.

HealthBridge does not use debt collection agencies as a first resort and will always attempt resolution by direct communication before any formal legal step.

5.  Policy Review

1. Formal annual review — next scheduled: 13 June 2027.
1. Ad-hoc review following: changes to standard service fees; changes to payment processing arrangements; any recurring payment dispute pattern.

6.  Version Control


	Version
	Date
	Changes Made
	Approved By

	1.0
	30/07/2025
	Initial policy draft.
	Dr. James Stanley

	2.0
	13/06/2026
	Comprehensive review: payment model restructured to separate employer-funded (invoice 48h before, pay within 14 days) and self-funded employee (pay at booking) flows; Stripe removed — replaced with Zoho Books / Monzo bank transfer; 5% per month late interest replaced with statutory rate under Late Payment of Commercial Debts (Interest) Act 1998; no-show policy updated — first no-show free rebook for employer referrals, second no-show 50% charge; self-funded no-show policy added (full forfeit; discounted rebook within 30 days); report revision fee updated to £75/hour; Financial Ombudsman removed (not applicable to OH services); dispute resolution corrected to County Court / Small Claims Track; accessibility service cancellation policy expanded; additional services table added.
	Dr. James Stanley
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