TERMS AND CONDITIONS FOR MEDACS HEALTHCARE LIMITED (TRADING AS NUROVIA)

Please read these Terms and Conditions (“Terms”) carefully before you access our services (‘Services’). By ticking
the “I have read and accept Medacs Healthcare Limited (trading as Nurovia)'s Terms and Conditions” box when
engaging Nurovia you indicate that you accept these Terms and that you agree to abide by them. Your right to
access the Services is conditional upon your compliance with the terms set out in these Terms. You must not use
this Service if you disagree with any of these Terms.

These Terms were last updated on 27 October 2025.

GENERAL

1. Engaging with Nurovia (referred to as ‘Nurovia’ or ‘we’ or ‘our’ in these Terms) as a patient, potential
patient, or interested party includes accessing our website www.nurovia.com, any digital applications,
software (including but not limited to video consultations, access to your online medical record and
electronic communications system), you accept these Terms in full, in addition to all other policies and
procedures that may be published by Nurovia on our website.

2. We provide neurodevelopmental services and/or mental health services. You accept that Nurovia is
offering an Outpatient Consultation Service only. Nurovia is not equipped to treat patients in crisis,
emergency, or high-risk situations during, or outside regular business hours. If you experience a
deterioration in your mental health, and you believe you are in an emergency or crisis situation, e.g. having
suicidal thoughts, considering harm to yourself, others, or to property, or if you are at risk from others, it
is important that you immediately inform a relative/carer. For immediate support, contact your local NHS
Crisis Team, go to the nearest A&E department, or call an ambulance or police on 999 or 111.

3. By making a booking, you accept that the provision of Services will occur on a private self-pay basis.

4. Nurovia will not share your medical information with your GP unless instructed by you to do so. You will
be presented with your options regarding medical record sharing before you start your first consultation
on the booking platform and the choice to share your medical records is entirely yours.

5. You agree to provide proof of ID before and/ or at the start of your first videoconference or face to face
consultation. We operate a 2-tier system and require one form of evidence from both tiers. The forms of
ID we accept are:

(a) Tier 1 ID: Passport, Driving License, Birth Certificate

(b) Tier 2 ID: Utility bill (dated within the last 3 months), Local Authority bill such as council tax (dated
within the last year), Bank statement (dated within the last 3 months), Hospital or Doctor’s
Surgery letter or School Identification/Passport (for children).

YOUR ACCOUNT

1. In order to access the Services, you must create an account (“Account”) by signing up with an email
address, phone number and password. If you require assistance creating an account due to any disability,
you can contact us for support.

2. By creating an Account, you agree and confirm that:
(a) All information and documentation you provide to us via our electronic patient software for the
purposes of creating an Account is true, accurate, current and complete;
(b) You shall keep the password associated with the Account confidential and shall not disclose it to
any other person;
(c) Accounts are personal and you shall not be permitted to transfer an Account to any other person;
and
(d) You shall contact us immediately if you suspect any unauthorised use of or access to your
Account.
3. We reserve the right in our sole discretion to suspend or permanently disable your Account for any

breach of these Terms and/or misuse of the Service by you.

PAYMENT OF FEES

1. You agree that full payment is due at the time of booking the assessment. Your appointment is not
confirmed prior to receipt of this.

2. Our fees are set out here: https://nurovia.com/pricing/
3. Payment is to be made via card payment or bank transfer.
4. The purchase of goods or services online, usually comes with a statutory right for you to cancel your order

within fourteen (14) days after the day on which the contract is entered into (“Cooling-Off Period”), without
giving any reason.


http://www.nurovia.com/
https://nurovia.com/pricing/

When you make your first appointment with us, you have the choice to waive these rights. By booking an
appointment that is less than 14 days from the date of booking, you acknowledge that you have waived
your statutory right to cancel during the Cooling-Off Period. This is so we are able instantly to start
providing the Services and/or secure time with a Clinician in advance to ensure their availability.

Nurovia reserves the right to modify its fees and/or pricing structure at any time, at its sole discretion and
implement the new fees and/or price structure at any time prior to billing you for payments due pursuant
to these Terms.

You expressly grant Nurovia license to pre-authorise or charge any debit and/or credit cards in your
account before enabling the provision of the services (including the confirmation of an appointment time
and date has been allocated to you) and you accept that failure of our pre-authorisation or authorisation
processes by you is likely to result in the services not being provided to you.

CANCELLATION POLICY

A standard 48 hour cancellation/rescheduling policy applies.

2. If you choose to cancel your appointment giving 48 hours or more, we will provide you with a full refund.

3. If you request to cancel your appointment with less than 48 hours’ notice but more than 24 hours’ notice
before the appointment, we will refund you 50% of the fee.

4. If you request to cancel your appointment with less than 24 hours’ notice, you will incur the full fee and we
will not be liable to you for any refund or partial refund of the fee.

5. Nurovia will aim to process your refund immediately upon request if within these Terms, but it may take
up to 10 working days for the refund to appear on your statement.

6. Cancellation of Monday appointments must be given by 12pm on the Thursday before.

7. We are only able to reschedule your appointment twice at no extra cost (subject to availability and
providing us with at least 48 hours’ prior notice), at which point we reserve the right to cancel the service
without any liability to you. For the avoidance of doubt, no refund will be made to you if you wish to
reschedule your appointment a third time. You will need to book a new appointment and pay the fees
again.

8. In the event you are late or do not attend your appointment, no refund will be made to you.

PRESCRIPTIONS

1. Issuing any prescription is strictly at the discretion of your consulting Clinician, following their consultation
with you and is also subject to any limitations applied by Nurovia and good prescribing standards set by
the GMC, NMC, NICE, and the BNF.

2. During your initial assessment appointment, prescriptions for medication will not be issued. If medication
is deemed necessary, a prescription will only be provided after an appointment with a clinician and upon
analysis of baseline investigations. This ensures adherence to safe prescribing practices as mandated by
GMC, NMC, NICE and BNF guidelines.

3. You accept that if we provide you with prescriptions, they will be private prescriptions unless otherwise
stated during your consultation.

4. Please note that you are responsible for paying Nurovia for the cost of issuing a prescription. Where
payment is not received, a prescription will not be written or sent.

5. Please note that the cost of medication is not included in the fees for your assessment or follow-up
appointments or prescriptions and such cost must be paid directly to the pharmacy or via SignatureRx.

6. Our private prescriptions can be dispensed through SignatureRx or sent directly to a pharmacy of your

choice. You are responsible for collecting your medication from your chosen pharmacy or being available
for delivery of medication from SignatureRx. Where this does not happen, Nurovia will not be responsible
for replacing or providing another prescription.

(a) Using Signature Rx - If you request us to send your prescription via SignatureRx, you
acknowledge and agree to accept SignatureRx’s terms and conditions. SignatureRx will process
your prescription and contact you to arrange delivery and payment for your medication.
SignatureRX is responsible for sending you the medication and Nurovia cannot be held
responsible for any delivery delays or issues locating prescriptions at SignatureRx or associated
or connected with the prescription. Should medication be lost, damaged, or if SignatureRx cannot
issue the medication due to unavailability, you must contact them immediately.

(b) If you request us to send your prescription directly to a pharmacy of your choice you must inform
the your consulting Clinician of the name, address and phone number of the pharmacy you would
like your prescription sent to. Nurovia takes no responsibility for the prescription being lost or
damaged or delays in transit to your chosen pharmacy. In the event that your prescription is lost
or damaged, you must contact us immediately. For any lost or damaged prescriptions, there is


https://help.signaturepharmacy.co.uk/en/articles/129515-what-are-your-terms-and-conditions

no guarantee that a Clinician will agree to re-issue any document. In the event that the Clinician
re-issues your lost prescription, you may be charged in accordance with the current cost for a
copy. Nurovia cannot guarantee that your chosen pharmacy will stock the medications you have
been prescribed and takes no responsibility for this.

Any prescription issued by Nurovia is only valid for use at legal UK pharmacies. You understand and agree
that any prescriptions acquired from Nurovia are solely for your own personal use.

As a patient, or legal guardian of the patient, you agree to abide by the following:

Providing honest and accurate information — You are responsible for providing Nurovia and
your healthcare professional with honest and accurate information to the best of your knowledge
about your current and past medical history, family history, symptoms, side-effects and any
changes to physical or mental health. Nurovia Clinicians reserve the right not to continue
prescribing where it is clinically unsafe to do so.

Adherence to Prescribed Treatment — You must take medication exactly as prescribed by your
clinician. You are responsible for not adjusting dosage or regime without prior consultation.

Regular Reviews — You are required to attend all scheduled medication reviews and follow-up
appointments. You must notify the clinic in advance if you need to reschedule. You must be aware
that not attending regular reviews may result in Nurovia and your prescribers stopping your
prescriptions or the need to re-titrate medication, the cost of which will be solely borne by you.
Nurovia Clinicians reserve the right not to continue prescribing where it is clinically unsafe to do
So.

Medication Safety — You are responsible for the safe and secure storage of medication and
keeping it out of reach of others, especially children. You must not share your medication with
anyone under any circumstances. Nurovia will not take responsibility for you not safely and
securing your medication which results in the harm of yourself or others.

Prescription Requests — You are to request repeat prescriptions with at least 10 working days’
notice — it is your responsibility to have enough medication to last until the next review. Whilst
Nurovia will attempt to help, urgent medication reviews are not always possible and you must be
aware that you may need to wait for a review which may lead to a gap in your medication
regime.

Taking Breaks from Medication — You must discuss taking breaks in your medication regime
with your prescriber. This includes breaks for weekends and holidays. You must be aware that
taking breaks without discussion with your prescriber may result in the need to re-titrate
medication, the cost of which will be solely borne by you. Nurovia Clinicians reserve the right not
to continue prescribing where it is clinically unsafe to do so.

Substance Use Disclosure — You are responsible for honestly sharing with their clinician about
any use of alcohol, recreational drugs, or other medications that may interact with ADHD
treatment. Nurovia Clinicians reserve the right not to continue prescribing where it is clinically
unsafe to do so.

Driving - In the UK, individuals diagnosed with ADHD are required to follow DVLA regulations in
relation to fitness to drive. Current DVLA guidance states that drivers must inform the DVLA if
their ADHD symptoms, or the effects of any prescribed treatment, may affect their ability to drive
safely (see: gov.uk/adhd-and-driving). It is your responsibility, not Nurovia’s, to notify the DVLA
of your ADHD diagnosis and any treatment if you believe this impacts your driving. Failure to do
so may result in legal consequences, including prosecution, a fine of up to £1,000, or invalidation
of insurance in the event of an accident.

Nurovia will provide you with information and advice regarding medication side effects and
driving safety, but Nurovia does not hold responsibility for routinely notifying the DVLA on your
behalf.

Travel and Medication - You are encouraged to plan ahead for travel to ensure you have enough
medication. You must inform the clinic if you need a travel letter or documentation for carrying
medication abroad — provision of this will incur a charge.

Lost or Stolen Prescription - You must report any lost or stolen medication immediately.
Replacement may not be guaranteed and will be at Nurovia’s Clinical Lead’s discretion. Nurovia
Clinicians reserve the right not to issue another prescription where it is clinically unsafe to do
SO .

Compliance with Legal and Ethical Standards — You agree and understand that ADHD
medication is a controlled substance and must be used responsibly. Misuse or diversion of
medication may result in discontinuation of treatment and notification to relevant authorities.


https://www.gov.uk/adhd-and-driving

QBCHECK
The following terms apply to patients using QbCheck as part of their diagnostic pathway with Nurovia.

1.

Nurovia has licensed QbCheck for use in its operations. QbCheck uses objective data to measure the
three core traits of ADHD — inattention, hyperactivity and impulsivity - in children, adolescents and adults.
This data can then be used to support ADHD diagnosis and to show response to and progress of
treatment.

The QbCheck is provided by Qbtech AB, Cardellgatan 1, 114 36 Stockholm, Sweden.
QbCheck is securely located on a central server hosted by Amazon Web Services (AWS) in Ireland.

You agree that, as part of the QbCheck, Nurovia will share with Qbtech the following information
concerning you: your date of birth, height, weight, gender, specific diagnostic information, details regarding
medication, test results and other relevant notes. Nurovia will allocate a QbCheck patient ID (not your
personal identity number) and will not share any information with Qbtech in a format that makes it
personally identifiable.

You agree that under the instructions of Nurovia your QbCheck patient ID (not your personal identity
number), date of birth, height, weight, gender, specific diagnostic information, details regarding
medication, QbCheck results and other relevant notes will upon your consent below be stored for five (5)
years (measured since last activity). Your data will then be deleted by replacing your patient ID and
ClinicID with new IDs which are randomly created by a computer. Once these ID-numbers are replaced,
Qbtech cannot identify you since Qbtech has no access to information which can connect the new IDs to
your QbCheck patient ID, Nurovia or your name.

You agree that when the new randomized IDs are created and your data is no longer identifiable, the test
data will thereafter be used by Qbtech for the purpose of developing the QbCheck to gain further insight
into diagnosis and treatment and for other commercial development. This will be of benefit both to you
and other individuals performing the QbCheck. Note again that no information which can directly identify
you is used.

CONNERS QUESTIONNAIRE

The following terms apply to patients using Conners Questionnaire as part of their diagnostic pathway
with Nurovia.

1.

The Conners Questionnaires are validated psychometric questionnaires for ADHD. The Questionnaires
are designed to measure symptoms such has inattention, impulsivity and demonstrate how significantly
symptoms affect your functioning.

You and your child’s education setting will be sent a secure link via email to complete the questionnaire.
This must be completed prior to the virtual or face to face assessment with your clinician. Where this is
not completed, you risk losing your appointment slot which may delay your care. Where this is not
completed within 28 days you risk your assessment being cancelled without refund.

DATA PROTECTION AND PRIVACY

1.

Nurovia is committed to protecting your privacy when dealing with your personal information. In order to
provide our services, we will need personal information from you. We will not use your data for any reason
other than arranging your assessment, treatment, ongoing care and for education and training purposes.

We will store that information securely and we will not share it with anyone unless you authorise us to do
so or if we have a legal obligation to do (e.g. serious concerns of significant risk to you or others). By
accepting these Terms, you acknowledge that we are legally obliged to do this.

We only wuse your personal information as detailed in our Privacy Policy
https://www.rssglobal.com/privacy-policy/ which can also be found on our website. Please read this policy
as it includes important information which applies to you. Any personal information that you give to us will
be processed strictly in accordance with the Data Protection Act 2018/UK GDPR (as may be amended or
superseded) and all other relevant privacy legislation. The terms of our Privacy Policy form part of these
Terms and by using our Services, you consent to us storing and processing your data in accordance with
our Privacy Policy.

Nurovia use a third-party solution, for securely storing and managing patient records. By using our
services, you acknowledge that your data will be securely stored and managed within the third-party
system.

YOUNG PEOPLE AND CONSENT

1.

Where we are asked to provide services for children or young people (under the age of 18), and the young
person being assessed is of sufficient intelligence and maturity to understand and make decisions about
their own treatment in accordance with the principles of Gillick v Norfolk and Wisbech, then we may be
legally obligated to comply with the wishes of that young person.


https://www.rssglobal.com/privacy-policy/

This may extend to the young person refusing treatment, refusing to allow disclosure of their records to
third parties (including family members) and refusing to allow us to communicate with their
parents/guardians without the young person’s consent. You acknowledge that we will be subject to such
obligations of confidentiality in this respect and that we shall have no liability in the event we are required
to comply with such obligations at the direction of the young person.

For a child patient, upon accepting these Terms, you agree that both parents/guardians have consented
to an assessment with Nurovia. Parents/guardians of children must ensure they have full consent from all
legal guardians before pursuing an assessment with Nurovia.

WARRANTIES

1.

Nurovia makes no warranty that the Nurovia website and third-party system/platform or the Services will
meet your requirements or that the Services will be uninterrupted, 100% secure or error-free, or that
defects, if any, will be corrected. Nurovia is not responsible for transmission errors or any corruption or
compromise of data carried over local or interchange telecommunication carriers.

This Website is provided “as is,” with all faults, and Nurovia express no representations or warranties, of
any kind related to this Website or the materials contained on this Website. Additionally, nothing contained
on this Website shall be interpreted as advising you.

Nurovia makes no warranties or representations as to the accuracy of articles and other material published
on this website or the third-party systems/platforms and assumes no responsibility for any consequences
relating directly or indirectly to any action or inaction you take based upon such material.

Technical or security threats or issues affecting the infrastructure may require us to suspend our services
and postpone consultations to ensure they are secure and/or operating optimally. We will minimise these
suspensions, but are not responsible to refund charges or compensate you if they occur, unless they
exceed 30 days in length, in which event you may cancel your agreement to take a consultation with us
and receive a full refund.

Nurovia makes no representation or warranty as to the content of any treatment response from any
clinician. Clinicians are independent contractors and not employees of Nurovia and any views expressed
or advice provided by Clinicians are not necessarily endorsed by Nurovia. You and your clinician are solely
responsible for all information provided and/or advice given via the third-party platform and the services.

You represent and warrant that you have full authority to enter into this Agreement and make the
representations herein. You will cooperate to execute any documents that may be reasonably required to
fulfil the foregoing authorisation.

LIMITATION OF LIABILITY

1.

Neither Nurovia, nor its officers or employees, shall be responsible if the supply of the Services is delayed
or prevented by circumstances outside its control. If this happens, we will contact you as soon as possible
to let you know and we will take reasonable steps to minimise the effect of the delay or failure.

Nurovia will not be responsible for (i) losses that were not caused by any breach on its part; or (ii) any
business loss, including loss of profits, revenue, contracts, anticipated savings, data, goodwill or wasted
expenditure; or (i) any indirect or consequential losses that were not foreseeable to both you and us
when you commenced using the Service.

You accept that Nurovia, at its sole discretion, creates documentation in relation to your care — this
includes but is not limited to reports, clinical notes and prescriptions, based on the professional judgement
of our Clinicians and our legal obligations and that the content is based on information you provide. You
acknowledge that there is no guarantee or warranty by Nurovia that such items will contain the content
you desire(d), hope(d) for, expect(ed), were informed of, understood, or believed they would contain. In
the event you disagree with the content you may raise the matter via our Complaints procedure.

Subject to paragraph 5 below, the total liability of Nurovia to you in respect of a claim shall not exceed the
fees paid by you in the year in which the claim arose.

Nothing in these Terms shall limit or exclude our liability for death or personal Injury caused by our
negligence or any other liability which is not legally permissible to exclude.

Except as set out in these Terms all warranties, conditions and other terms implied by statute or common
law are, to the fullest extent permitted by law, excluded from these Terms.

ZERO TOLERANCE TO UNACCEPTABLE BEHAVIOUR

1.

Nurovia is committed to providing a high quality of care to our patients. To ensure the safety and well-
being of our staff and patients, Nurovia has a zero tolerance policy toward any form of abuse directed at
our staff.

Please treat our staff with the same respect and dignity that you expect in return and speak to them in an
appropriate manner.



3. If our staff experience your communication as abusive then we may withdraw our services to you, or the
patient on whose behalf you have been contacting us and/or report you to the authorities. Abuse in this
context is not limited solely to inappropriate language but may include any form of communication which
we judge to be unduly aggressive or critical of our services or staff or discrimination or harassment of any
kind or sexual or inappropriate comments or behaviour. You will not be eligible for any refund relating to
services already delivered.

4. In the event that we judge your communication or behaviour as abusive and we decide to withdraw our
services then where possible we will signpost you to an appropriate alternative provider where this is
available, but we are under no obligation to do so. This in no way conflicts with your right to complain
appropriately. If you have concerns or complaints, please follow our official complaints procedure.

COMPLAINTS PROCEDURE

If you have any queries or complaints about our Service, please contact complaints@nurovia.com. Our complaints
procedure is outlined on the Complaints page of our website.

SEVERABILITY

If any provision of these Terms is found to be invalid under any applicable law, such provisions shall be deleted
without affecting the remaining provisions herein.

NO WAIVER

Even if we delay in enforcing any of these Terms, we can still enforce them later. If we do not insist immediately
that you do anything you are required to do under these Terms, or if we delay in taking steps against you in respect
of your breaching these Terms, that will not mean that you do not have to do those things and it will not prevent us
taking steps against you at a later date.

VARIATION OF THESE TERMS

We may revise these Terms at any time. Any such changes will become binding on you upon your first use of our
website after the changes have been implemented. You are therefore advised to review these Terms on a regular
basis. In the event of any conflict between the current version of these Terms and any previous version(s), the
provisions current and in effect shall prevail unless it is expressly stated otherwise.

ASSIGNMENT

Nurvoia is permitted to assign, transfer, and subcontract its rights and/or obligations under these Terms without any
notification. However, you are not allowed to assign, transfer, or subcontract any of your rights and/or obligations
under these Terms.

ENTIRE AGREEMENT

These Terms constitute the entire agreement between us in relation to your use of our website and Services, and
supersede all prior agreements and understandings between us.

GOVERNING LAW & JURISDICTION

These Terms shall be governed by and construed in accordance with English Law. Any dispute(s) arising in
connection with these Terms are subject to the exclusive jurisdiction of the Courts of England and Wales.
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