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Private Care

Terms and Conditions for
The Royal Marsden Private Care
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The Royal Marsden (‘RM’, ‘we’, ‘Hospital’) provides private care

to patients who have private medical insurance, are sponsored by
a third party, or are paying for their own treatment (self-funding)
(‘Private Care’). These Terms and Conditions explain the financial
arrangements and responsibilities for each funding type. This
document does not apply to NHS patients.

Your contract with The Royal Marsden Private Care

Please read these Terms and Conditions and the Undertaking

to Pay Form (‘UTP form’) carefully, as together they form the
contract (the ‘Contract’) between you / the patient and The Royal
Marsden NHS Foundation Trust. The terms of the Contract shall
apply throughout your care and treatment at The Royal Marsden
Private Care.

You are required to sign and return the UTP form to The

Royal Marsden prior to your / the patient’s arrival for your first
appointment or admission. If you do not return the completed UTP
form or we have not received it, you will be required to sign this
when you attend for your first appointment. If you have private
medical insurance, you must bring your policy details with you.

Please note we are unable to provide any appointment or
treatment without having a signed UTP form in our records.

The Royal Marsden reserves the right to delay, suspend or cancel
treatment in the event of the UTP form not being signed by you or
payment of our fees not being made.



If you do not sign the UTP form but, at our discretion, proceed to
receive services, your payment of fees will be deemed to be your
acceptance of the UTP form and these Terms and Conditions. By
signing the UTP form, you or your representative (as applicable)
accept full responsibility for all Hospital charges whether insured,
sponsored or self-funding. You must promptly notify us of any
changes to your funding arrangements, including any changes to
an existing insurance policy.

You may be required to sign an updated UTP form if your funding
arrangements or existing insurance terms (such as reduction

in cover, exclusions or insurer details) change (see ‘Change of
Funding Arrangements’ section below), notwithstanding the fact
that your original UTP form will remain in force until any new
UTP form is signed.



Introduction

If you are unsure about any aspect of this Contract, please contact
our Private Care Contact Centre or the Private Care Accounts
Team (see ‘Contact Us’ and ‘Accounts Information’ sections
below). Information outlined here may be covered in greater

detail by these teams, and we encourage you to ask for further
explanation if needed. This is particularly important if you require
clarity regarding the charges associated with your care, insurer

or sponsor approval, and additional treatment costs beyond those
already estimated.

Your Care

Your consultant is responsible for your care and may involve

other specialists in treatment if appropriate. Hospital staff provide
care and treatment under your consultant’s direction, and your
consultant is responsible for ensuring that you have given consent
for any treatment or procedure. If you have any queries regarding
your care or treatment, please direct these to your consultant.



Insured patients

If you are insured, The Royal Marsden Private Care will process
claims directly with approved insurers, provided you supply the
required information on your UTP form. You will need to check
that your insurer is recognised by the Hospital; a current list is
available on our website royalmarsden.nhs.uk/funding

Each insurance policy is subject to individual terms and
conditions, and it is your responsibility to confirm with your
insurer your proposed treatment is authorised and to understand
your policy’s terms including any limitations, exclusions, excesses
or shortfalls. The Hospital does not have access to your private
medical insurance policy and cannot verify insurance cover or
discuss your policy’s terms. Authorisation must be obtained for all
Hospital visits and scheduled treatment plans, and any changes to
your care must be reported to your insurer by you. If you find any
aspect of your insurance cover and personal liability unclear or
difficult to understand, you must speak directly with your insurer
to clarify.

If you are a new patient and your insurance cover cannot be
confirmed, treatment is not authorised, or we do not have an
arrangement with your insurer, you will be notified by telephone
or in writing. In these circumstances, you may choose to be
treated as a self-funding patient and will then be required to make
a provisional payment in advance to cover the full estimated cost
of your treatment.

If your insurer pre-authorises treatment and a direct settlement
agreement exists, no provisional payment on account is ordinarily
required. If authorisation is delayed or your policy includes an
excess, or your insurer excludes or limits cover for a specific
aspect of your care (for example, the cost of certain theatre
consumables), we may require a provisional payment before
treatment begins.



Some private medical insurance policies do not cover emergency
inpatient admissions or urgent treatment. It is important that you
review your policy carefully to understand the extent of your cover
and obtain pre-authorisation from your insurer before attending
the Hospital. If your policy does not include cover for emergency
admissions or urgent treatment and you choose to be admitted to
RM, you will be responsible for all Hospital charges on a

self-pay basis. Please refer to the self-funding section for

further information.

Some policies will not cover, or may restrict cover, where the
proposed treatment can be accessed on the National Health
Service within a defined period. The period can vary according
to the insurer. You should study your policy cover carefully as in
these cases responsibility for funding the proposed care privately
remains with you.

Should your consultant be able to offer the proposed care on the
NHS, you would still need to meet the requirements of the trust’s
Patient Access Policy for a transfer of care to be considered, and if
approved, would join the relevant NHS waiting list.

By signing the UTP form, you accept financial responsibility for
any costs not covered by your insurer.

Embassy or sponsored patients

The Hospital accepts direct settlement arrangements with
embassies or other sponsors only where an agreement is already
in place. A Letter of Guarantee (LoG) or other formal confirmation
of funding that meets the Hospital’s requirements must be
received before admission or treatment. Correspondence regarding
LoGs will usually be managed directly between our staff and your
embassy. However, please bring your LoG with you to your first
appointment for registration.



You must check the details of your LoG carefully to ensure that
it includes the correct consultant’s name, procedure (including
tests) and appointment / treatment dates. Without a valid LoG
you will be required to make a provisional payment in advance,
and appointments or treatment may be delayed if payment is
not received.

By signing the UTP form, you accept financial responsibility for
any costs not covered by your sponsor.

Self-funding patients

The cost of cancer treatment and care varies widely, and your
medical costs may extend beyond the cost of your planned
treatment, for instance, if you need to be admitted when unwell.
The Private Care Accounts Team will provide a written estimate
for your provisional payment for your planned attendance or
treatment. We will also provide you with pricing information so
you can understand how your total price for treatment may be
calculated in regard to any additional or unexpected costs that
may be incurred (for example, where care is required urgently
or if complications arise).

If you are paying for your own care or if part of your care is

not covered by your insurer or sponsor, you are required to

make a provisional payment in advance of your planned
attendance or treatment to cover estimated costs. Please note

that provisional payments are estimates only, not fixed quotations
or maximum charges.

We are only able to provide an estimate of costs for planned
attendance and treatment because the exact costs for which
you will be liable will depend on the nature of your attendances
and treatment.



Cleared funds must be received in advance of your scheduled
appointment or treatment to avoid any delays to your care. If you
require further information about your provisional payment or
how to make a payment, please speak to the Accounts Team as
soon as possible.

Where treatment is provided before a provisional payment is
made, before cleared funds are received, or before costs are fully
confirmed (for example, where care is required urgently or at
pace), you remain responsible for paying all charges relating to
that treatment, whether or not an invoice has been issued at that
point. The Private Care Accounts Team will contact you as soon
as possible to update you on any further payments required.

We recommend that you contact the Private Care Accounts Team
regularly to keep track of costs, make sure you have the funds
available to cover your ongoing care, and where applicable, to
confirm anticipated costs in advance of treatment based on
information provided on how your total costs will be calculated.

You are responsible for ensuring that sufficient funds are available
to cover ongoing care, and provisional payments must be received
in advance of appointment / treatment dates. Care or treatment
may be delayed or not provided if cleared funds are not received.

In the event that the charges you incur are less than the
provisional payment made, we will contact you and provide you
with the option to either receive a refund or to carry forward the
monies for other treatment that you may undertake.



Your provisional payment for an inpatient admission will usually
include the agreed procedure, a standard inpatient stay, and
routine tests. This payment is based on your expected care plan
and an uncomplicated recovery. In the event of an inpatient
admission extending beyond the duration originally scheduled,
this will be charged separately in line with the Hospital’s self-pay
rates. Please also be advised that intensive care and emergency
treatment is not included in our written estimates. Should this

be required, we will provide an updated estimate of costs as
soon as possible and will request further payments during

your stay. Where immediate payment is not possible, we will
discuss payment options with you or your representative. For
self-pay patients, outstanding charges for inpatient admissions,
intensive care and emergency treatment, remain payable and will
be recovered by the Hospital in line with these terms and your
UTP form. If an invoice becomes overdue, and payment has not
been received, we may use your stored card details to settle the
outstanding amount.

By signing the UTP form, you accept financial responsibility for
any costs not covered by your provisional payment.

Please be aware that the Private Care Accounts Team will only
provide Hospital cost estimates; consultants may provide separate
estimates for their own professional fees (distinct from Hospital
charges). Your provisional payment request will indicate whether
consultant costs are included or excluded. See ‘Consultant fees’
section below for more details.



Additional Private Care (APC) — also referred to as ‘Co-payment’
or ‘Co-pay’ - allows patients receiving a primary NHS treatment
to access care which is not available through the NHS by paying
for it privately. Department of Health and Social Care Guidance
confirms that this arrangement does not affect your NHS care.
The additional private element is treated as a separate episode
of care for charging and record keeping purposes.

We will notify you / the patient in writing if you access
Additional Private Care and will provide you with a provisional
cost estimate for the treatment at RM under an Additional Private
Care arrangement prior to the commencement of any private
treatment. The NHS aspects of your care will continue to be
charged separately by The Royal Marsden NHS Foundation
Trust to your local NHS commissioners in the standard way.

For more information of ways to pay for your Private Care,

please see ‘Settling Your Account’ below.

10



If there is any change to your funding arrangements during

your course of care — for example, if you move from sponsorship
to self-funding, from self-funding to insured or any other variation,
you must notify The Private Care Accounts Team immediately.
Upon notification, The Private Care Accounts Team will review
your new funding circumstances and, where appropriate,
provide a cost estimate based on self-pay rates before any further
treatment is arranged. Once the revised funding method has
been confirmed, you will be required to complete and sign a new
UTP form to confirm your updated funding arrangements. This
ensures that we hold accurate details of how your treatment will
be financed and that all billing and authorisation processes are
correctly administered. Please note that your existing UTP form
will continue to be in force up until the point that any new UTP
form is signed.
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If any changes are made to your insurance policy during your
care at The Royal Marsden, you must promptly notify The Private
Care Accounts Team. This includes (but is not limited to) a
change in insurer, lapse or expiry of cover, reduction or limitation
of benefits, changes to policy terms, exclusions, authorisations, or
insurer approvals. If your insurance provider changes during your
care, you must check that the new insurer is included on our list
of approved insurers to ensure that we can verify the policy for
your ongoing treatment.

You must notify The Private Care Accounts Team before any
changes to your insurance policy or your new policy takes effect
and, as set out above, complete a new UTP form to confirm
those changes and (where applicable) your updated funding
arrangements. Please note that your existing UTP form will
continue to be in force up until the point that any new UTP

form is signed.

If your insurance policy expires or terminates, and you have not
notified us, you will automatically be transferred to self-funding
status, and self-pay rates will apply. You will be responsible for
contacting the Private Care Accounts Team for an estimate of
the costs of your consultations, diagnostic tests or treatment.
The Hospital cannot accept responsibility for advising you of
self-funding costs if you fail to inform us of such changes.
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Private patients are expected to remain under Private Care for the
duration of their treatment at The Royal Marsden. Private patients
are not automatically entitled to change or transfer their care to
the NHS. If you wish to change your care to NHS you must, in
the first instance, discuss and agree this in principle with your
consultant or their private medical secretary / PA. Please note
that under Department of Health and Social Care policy, patients
cannot switch between Private and NHS or vice versa during

a single episode of care which is defined as a discrete period of
treatment. For example, any diagnostic tests or investigations
arising from a private outpatient consultation take the same
status as the consultation and are payable privately.

If you are eligible for NHS treatment, a change from Private Care
to NHS care may be possible if you meet The Royal Marsden
NHS Patient Access Policy criteria. This usually requires that
you live within The Royal Marsden Standard Referral Area for
your speciality, that your treatment materially differs from what
is locally available, or that you are joining a clinical trial as an
NHS patient.

You will be asked to complete a pre-attendance form to confirm
NHS entitlement and request an E-Referral from your GP.
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Payment for self-funded care (including any care not
covered by an insurer or sponsor)

If you are self-funding, you must make full payment of the
provisional estimate before the day of your attendance. Additional
charges (e.g. consultant fees — see below) may arise, which will

be invoiced separately. Insured or sponsored patients remain
responsible for any costs not covered by their provisional payment
or by their insurer or sponsor.

An itemised invoice for any further charges not included in your
provisional payment — including insurer or sponsor shortfalls, or
additional services — will be issued 14 days after your attendance
or discharge from the Hospital. You will have 10 working days
from the date of issue of a self-funding invoice or Hospital letter
advising an insurer / sponsor shortfall to query charges or pay
your bill. We reserve the right to use any registered payment
details to settle an outstanding balance if payment is not made
within this time.

International patients are encouraged to make payments in
full rather than by instalments, as international bank transfers
may incur additional fees and delays. Private Care will make
best efforts to ensure that provisional payment requests cover
all known treatment elements to minimise the need for
multiple transfers.
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We require all patients, except those whose treatment is covered
by a valid LoG, to provide valid credit or debit card details at the
point of registration. This process is completed at registration by
one of our Private Care Teams. Any card details provided will be
stored in a secure, encrypted system, with your explicit consent,
in accordance with UK GDPR. If an invoice becomes overdue,
and payment has not been received, we may use your stored card
details to settle the outstanding amount. You will be notified five
working days in advance of any planned payment collection from
your card. This is so that we can settle any outstanding balances
quickly and efficiently.
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Consultants offering Private Care services at The Royal
Marsden are independent practitioners and are not employees
of The Royal Marsden.

A consultant fee letter (also referred to as a PHIN letter or

CMA template letter) is an informational letter provided by or
on behalf of consultants before a patient starts private care to
ensure transparency and clear communication regarding the
fees they can expect to pay for private healthcare services. This
requirement comes from Competition and Markets Authority
(CMA) Private Healthcare Market Investigation Order, which
mandates that patients are provided with information about
consultant fees as well as private medical insurer recognition.

The letter outlines the consultant’s fees for both new and follow-up
consultations, highlights any additional charges that may apply,
and includes details of the insurers with whom the consultant is
recognised. This information is designed to help patients make
informed decisions about their healthcare and to ensure they are
aware of the potential costs associated with private treatment.

If you have not received this letter, please contact the Private Care
Contact Centre on 020 7811 8111 (Option 2)

You will receive separate invoices for consultant professional
fees and the Hospital’s charges. Consultants who use The Royal
Marsden Private Care’s consultant billing services will have their
invoices issued directly through the Hospital; otherwise, you will
be billed by their external agency. Consultant invoices may be
sent at a different time to the Hospital’s invoices. Any queries
regarding consultant charges should be directed to the Private
Care Credit Control office on 020 8661 3737.
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Please note, the consultant will be responsible for the services
that they provide you. We are not liable for any act or omission

of a consultant that is not an employee of The Royal Marsden.
We are therefore also not liable for an act or omission by the
company or partnership that employs or engages the consultants.

We accept the following methods of payment:

Bank Transfers — contact The Private Care Accounts
Team for details and include the patient’s name and
Hospital Medical Record Number (MRN) in the reference.
If payment has not been received at the time of your
appointment or admission you will be required to provide
proof of payment to the Private Care Accounts Team.

Banker’s draft.

Debit / Credit card — most major debit or credit cards
are accepted.

Cash (sterling only) — limited to £5,000 for the duration of
your care at The Royal Marsden. We are unable to accept
cash at The Royal Marsden Cavendish Square or Kingston.

Information on payment methods can also be found on the back of
all Royal Marsden invoices.

Whilst we can accept cheques to settle outstanding invoices,
due to the time taken to process as cleared funds, we regret
that we are unable to accept them as provisional payments for
consultations or treatment.

If you are paying by card, inform your bank beforehand to prevent
declined transactions.

If transferring monies from overseas, transfers can be slow; please
ensure cleared funds are available before treatment to avoid delay.
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If you are a self-funding patient and later obtain private medical
insurance, reimbursement for previous payments will depend
entirely on your insurer’s policy. For other self-funded patients, if
a credit balance remains after your final invoice has been issued
and all charges reconciled, the Private Care Accounts Team

will arrange for the refund of any unspent funds to the original
payment source or you may choose to carry forward any unspent
funds for other treatment that you may receive.

For insured patients, if at a later stage, authorisation or a
guarantee of payment is received, we can refund monies back

to the original source of payment (minus the cost of any services
not covered).

For sponsored patients, if a LoG is received within 10 working
days of the date of treatment, we can refund the payment
(minus the cost of any services not covered by the LoG).

Any refund due will be returned to the original payment source
and processed in accordance with RM’s internal financial
procedures. Where we are unable to identify the original payment
source account, additional verification may be required — for
example, full bank details from which the payment was made,
before a refund can be issued. For this reason, payments made by
credit/debit card and bank transfers are preferred. Kindly note that
cash can only be refunded up to a maximum of £650.

For international patients where the source of payment cannot be

identified due to the use of a foreign bank account, the refund will
be managed in accordance with our internal financial procedures
and any applicable regulations.
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If you are experiencing financial difficulties or are concerned
about your ability to pay for your treatment, please contact the
Private Care Credit Control Team as soon as possible. Our
team can discuss your situation confidentially and may be able
to offer advice or support regarding payment options. Early
communication will help us work with you to find a suitable
solution and avoid any disruption to your care.

The Royal Marsden Private Care reserves the right, subject to
law, to decline, delay or suspend treatment if any outstanding or
owed payment has not been provided by the due date. We will
make every effort to proceed as planned; however, we may also
cancel or reschedule your appointment or admission for any
reason, including but not limited to an event outside of our control,
operational or technical reasons, or if your consultant does not
think that it is in your best interest to proceed with the care, e.g.
for medical reasons. Where this happens or where we refuse

an appointment or admission, we will aim to give you as much
notice as possible and work with you to arrange an acceptable
alternative date to continue your care.

The Hospital does not accept any responsibility whatsoever
for the loss of any cash or valuables belonging to the patient
or visitors. Please refer to RM’s Patients’ Property Policy for
further information.

royalmarsden.nhs.uk/your-care/your-visit/
what-should-i-bring-to-hospital
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When you arrive at one of our Private Care facilities, we

would like to ensure that you have no concerns regarding the
arrangements for paying for your care or treatment. There are two
teams to directly support you with your financial requirements:

(1) Private Care Accounts Team — manages registration,
validates insurer pre-authorisation, and collects provisional
payments ahead of treatment. Contact this team before treatment
for queries or to update insurer/sponsor details.

Private Care Accounts Team
Tel: +44 (0)207 811 8111 option 4
Email: privatecareaccounts@rmh.nhs.uk

Office hours are 8am—5pm Monday to Friday.

The Royal Marsden NHS Foundation Trust
Fulham Road

London

SW36JJ

(2) Private Care Credit Control — manages invoices and
payments once issued. Contact this team for invoice queries
or to make payment for an invoice.

Private Care Credit Control Office
Tel:  +44 (0)208 661 3737

Self-funding queries: ppselfpayer.creditcontrol@rmh.nhs.uk
Insurer invoice queries:  PP.CreditControl@rmh.nhs.uk

Office hours are 9am-5pm Monday to Friday

The Royal Marsden NHS Foundation Trust
2nd Floor Carew House

Station Approach

Wallington, Surrey

SM6 0DX
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If you are unhappy with any aspect of the service you receive,
please raise your concern as soon as possible. Many clinical
issues can be resolved immediately by speaking to the ward,
clinic or department manager. For finance matters you may want
to raise this with a manager in Private Care Accounts or Private
Care Credit Control. Alternatively, you can speak to someone

in the Patient Advice and Liaison Service (PALS) office, located
in the help centre of our Sutton and Chelsea sites. Once your
concern has been received, we will discuss with you the best
way to resolve the matter.

If your concerns require an in-depth investigation, we will
investigate through our complaints process. If you wish to make
a complaint you can write directly to the Complaints Manager or
Chief Executive at the following address:

The Royal Marsden NHS Foundation Trust,
Fulham Road,

London, SW3 6JJ

Email: complaints@rmh.nhs.uk.

Upon receipt of your letter, we will send you a written
acknowledgement within three working days. Your concerns
will be fully investigated in line with The Royal Marsden’s
Concerns and Complaints Procedure, and we will endeavour to
write back to you or arrange a meeting with senior staff within
25 working days.
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In certain cases, your insurance company may require

medical information or medical updates from Private Care or
your consultant. By signing the UTP form, you agree to this
information being provided to your insurer for the purposes of
receiving authorisation for your treatment plan and to enable us
to invoice them directly. If you do not consent to this information
being shared, you will be responsible for all charges that the
insurance company does not pay.

Please ensure that you have given your insurance company
permission under the Access to Medical Reports Act 1998
(AMRA) to request and review written medical reports directly
from The Royal Marsden Hospital and your consultant. This
allows your insurance company to obtain such personal data
lawfully in accordance with UK data protection legislation.

Hospitals have contractual agreements with insurers, and these
agreements typically prohibit disclosing the negotiated rates to
patients. This protects commercial confidentiality and applies to
all medical insurers. Therefore, we are unable to disclose specific
insurer pricing details to you and you will need to ask your
insurer for these.
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The Royal Marsden Private Care complies with all data protection
legislation and medical confidentiality requirements. In line with
these obligations:

Medical information is shared only with those directly involved
in your care or, if applicable, those responsible for paying your
charges (e.g. your insurer).

Research — anonymised or aggregated data may be used by the
Hospital or others for approved research purposes in accordance
with data protection law.

Non-medical information — may be shared confidentially for
administrative purposes such as audits, system development,
or service improvement.

Credit control — essential non-medical details may be passed to
debt-recovery or credit-reference agencies to recover unpaid debts,
but only after internal steps have been exhausted.

Fraud prevention — information may be disclosed when legally
required to prevent or investigate fraudulent claims.

For further information please see The Royal Marsden Privacy
Policy at royalmarsden.nhs.uk/privacy
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Private Care Accounts office - Chelsea
Tel  +44(0)20 7811 8111 (option 4)
Email PrivateCareAccounts@rmh.nhs.uk

The Royal Marsden NHS Foundation Trust
Fulham Road

London

SW36JJ

Private Care Accounts office - Sutton
Tel +44(0)20 3186 5100
Email PrivateCareAccounts@rmh.nhs.uk

The Royal Marsden NHS Foundation Trust
Downs Road

Sutton, Surrey

SM2 5PT

Private Care Credit Control office
Tel +44(0)20 8661 3737
Email PPCreditControl@rmh.nhs.uk

The Royal Marsden NHS Foundation Trust
2nd Floor Carew House

Station Approach

Wallington, Surrey

SM6 ODX

Private Care International office
Tel  +44(0)20 7811 8111 (option 3)
Email Int@rmh.nhs.uk

The Royal Marsden NHS Foundation Trust
Fulham Road

London

SW36JJ

24


mailto:PrivateCareAccounts%40rmh.nhs.uk?subject=
mailto:PrivateCareAccounts%40rmh.nhs.uk?subject=
mailto:PP.CreditControl%40rmh.nhs.uk?subject=
mailto:Int@rmh.nhs.uk

royalmarsden.nhs.uk/private-care

Contact Private Care

For more information please contact our
Private Care Contact Centre on

+44 (0)20 7811 8111 (option 2),

open Monday to Friday, 8am—6pm.

You can also email
privatepatients@rmh.nhs.uk

or visit us online at
royalmarsden.nhs.uk/private-care
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