Cancellation and Refund Policy
Patient Partners
London
1. Introduction
This Cancellation & Refund Policy explains the terms under which payments made for our medical case review and specialist referral coordination services may be cancelled or refunded.
By purchasing or using our services, you agree to this policy.

2. Nature of the Service
We provide a private medical case review and specialist referral coordination service.
This service involves professional time, clinical review, and coordination of appropriate specialist pathways based on the information provided by the user.
Due to the nature of this service, strict cancellation and refund rules apply.

3. Payment Terms
· All services must be paid for in advance 
· Payment confirms your request for case review services 
· Fees may vary depending on the complexity of the case 
· Work begins once your case is accepted and processing starts 

4. Cancellation Before Work Begins
You may request a cancellation and refund only if:
· Your case review has not yet started, and 
· No clinical review or assessment has been carried out 
To request cancellation, contact:
support@patientpartners.co.uk
If eligible, a full refund will be issued.

5. No Refund Once Work Has Begun
Once any part of the service has commenced, including but not limited to:
· Review of medical documents 
· Clinical assessment of your case 
· Internal review or triage 
· Specialist coordination or referral activity 
No cancellation or refund will be issued.
This is because professional time, expertise, and resources have already been allocated.

6. Case-Based Nature of Service
Each case is reviewed individually. The level of work required varies depending on complexity, medical history, and required specialist input.
For this reason, services are non-transferable and non-refundable once initiated.

7. Non-Completion by User
No refunds will be provided if:
· You fail to submit the required medical documents 
· You do not respond to communication requests 
· You choose not to proceed after the review has started 
· You delay or discontinue the process 

8. Third-Party Specialist Fees
Any fees charged by external specialists:
· Are separate from our service 
· Are not controlled by us 
· Are non-refundable through us 

9. Chargebacks and Disputes
By making a payment, you agree to first contact us to resolve any concerns before initiating a chargeback or payment dispute.
Unjustified chargebacks may be contested.

10. Exceptions
Refunds may only be issued:
· At our sole discretion 
· In cases of duplicate payment or technical error 
· Where required by law 

11. Changes to This Policy
We reserve the right to update or modify this policy at any time. The latest version will always be available on this page.

12. Contact
For any questions regarding cancellations or refunds:
support@patientpartners.co.uk

13. Acknowledgement
By using this service and making a payment, you confirm that:
· You understand this policy 
· You accept that refunds are not available once work has commenced 
· You agree to these terms in full 

