THORNTON WRIGHT

EQUINE VETERINARY SURGEONS

Welcome to Thorton Wright Equine Veterinary Services
Dear Client

Welcome to Thorton Wright Equine Veterinary Services, thank you for registering your horses, ponies or donkeys with
us. By registering with the practice, you agree that you are over 18 years of old, that you are the owner or keeper of
the animals that you have registered with us and that you are able to consent to the provision of veterinary services
and treatment provided by the practice. Please note that acceptance of our Terms of Business is a pre-requisite for all
client registrations.

As requested, we have created an account for you, and you are now a registered client. Please see below for some
information about the practice, the services that we offer, our responsibilities to you, and your responsibilities to us
as a registered client. For more information, please visit our website, pop in or give us a call. For our full terms of
business please follow the link below.

https://thorntonwrightequine.co.uk/wp-content/uploads/2023/10/Terms-of-Business TWVS-Ltd.pdf

Contact details

Thorton Wright Equine Veterinary Services
Fairfield Stud

Willoughton

Lincolnshire

DN21 5RX

01652 240071
office@thorntonwrightequine.co.uk
What3words — unzipped.dreamers.scoots

Practice Directors
Dr Rowan Wright MRCVS
Dr Harriet Wright MRCVS

Practice Manager
Rachel Bell

Website https://thorntonwrightequine.co.uk/

Business hours

The practice opening hours are 8.30am until 5pm Monday to Friday, this includes the phone lines, reception and the
clinic. At all other times you can reach the out of hours emergency duty vet by calling our normal number, and you
will be transferred to our out of hours calls handler who will take your details. For non-urgent queries you can send us
an email, we aim to respond to all email queries within 48 hours Monday to Friday. But at busier times it may be longer
than that.

Appointments

Appointments with our vets can be made between the hours of 8.30am and 5pm Monday to Friday. Please call our
reception team to book. We will usually offer you a morning or an afternoon appointment slot and give you up to an
hour’s notice on the day of the appointment. If you need a specific time for your appointment, we will try and
accommodate this but due to the dynamic nature of our work we are unable to guarantee precise arrival times. If you
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require us to meet with another professional care provider, such as a farrier, physio or equine dentist please advise
us of this when you book your appointment.
Our veterinary surgeons work until 6pm, so calls booked in advance that fall after 5pm due to the veterinary surgeon’s
caseload will not usually attract additional fees.
If you do not have lights at your yard and require visits to be before dark during the winter months, please let us know
when you book your appointment so that we can do our best to accommodate this.

Out of hours visits

Visits requested between 5pm and 8.30am Monday to Friday, and from 5.30pm on a Friday until 8.30am on Mondays,
and Bank Holidays are ‘out of hours’ and should only be requested when urgent or emergency care is required.
Additional fees apply to visits during these hours. These additional fees range from £109.41 to £208.80 depending on
the time. You will also be charged the usual visit and examination fee, plus any fees for procedures, services or
medicines. If you have an emergency, please call the usual practice number and you will be transferred to our out of
hours call handlers. Please contact the practice for more information.

Zone Visits

Thornton Wright Equine offers Zone Visits to all registered clients, and if you satisfy the booking criteria, we will charge
a reduced visit fee of £10. This is a saving of between £26 and £72.50 depending on your area. Please see our website
for details of your specific day.

The £10 fee can be split between two clients booking Zone appointments for horses on the same yard, if there are
more than two clients at the same yard each client will be charged £5.

https://thorntonwrightequine.co.uk/Service/zone-days/

You can book vaccines, dentals, blood samples and prescription medication checks on your Zone Day. We ask that you
can accommodate an ESTIMATED morning or afternoon slot and don’t mind which one of our vets comes to you. We
will give you a call approximately 30-minutes before we arrive. The visit could be anytime between 8.30am and 6pm.
We try as hard as possible to keep to the estimated times given, but due to the dynamic nature of our work we are
unable to guarantee an AM or PM slot — but we always do our best.

Visits for more specific times, or with a particular vet are always available to book and the normal visit fee will be
charged. We can also see your horse at our clinic.

Payment is taken at the time of booking for a Zone Day visit, and you need to book by 1pm the day before so that we
can plan our route accordingly. Please give us a call between 8.30am and 5pm, Monday to Friday to book.

If when we arrive at a booked Zone visit the horse requires an examination, or additional treatment to treat a condition
or injury that cannot be left then the normal examination and associated procedure, and medicines fees will be
charged. We will also charge half of the normal visit fee for the area.

Prescription drugs

Following examination your vet may prescribe oral or topical drugs for you to administer to your horse at home. The
vet will provide full instructions regarding the drug, how to administer it, the dose, frequency and length of treatment,
plus alert you to any special warnings about the drug. Prescription medication can only be dispensed with
authorisation by a veterinary surgeon, and the animal must have been seen by a Thornton Wright Equine veterinary
surgeon within the last six months. You can collect prescriptions from the practice between 8.30am and 5pm Monday
to Friday., alternatively you can request a written prescription.
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Written prescriptions
Written prescriptions are available upon request from the practice for a fee of £28.80. Please allow 48 hours for your
written prescription to be issued. If you are using an online pharmacy, we are required to send an electronic
prescription directly to the pharmacy. We may need your order number to do this.
If you are using a human pharmacy, we can provide you with a hard copy of the prescription which you can collect
from the practice, or we can post it to you.
Written prescriptions are usually valid for 6 months from issue and must be used within this time. Written prescriptions
for controlled drugs are valid for 28 days.
Written prescriptions can only be issued by a veterinary surgeon at their discretion, and only when they have examined
the animal within six months of the request. Animals examined outside of this time frame must have a prescription
medication check before the prescription can be issued. The charge for a prescription medication check is £45.60.

Long term medication and repeat prescriptions

A veterinary surgeon can prescribe long term prescription medication for up to six months before they are required
to re-examine the animal. Animals examined outside of this time frame must have a prescription medication check
before the prescription can be issued. The charge for a prescription medication check is £45.60. Please ensure that
you allow up to 48 hours when ordering repeat prescriptions.

In-patients

We offer stabling overnight at the clinic to facilitate preparation for treatment and procedures. We can also admit
your horse for monitoring for certain clinical conditions, but we do not provide overnight care unless the duty vet is
available.

Horses stabled at the clinic will be checked regularly between 8am and 6pm only.

Admission of patients is at the discretion of the treating veterinary surgeon. All pre-planned admissions should be
between 8am and 4.30pm. This allows for horses to settle in and be monitored before 6pm. If clinically appropriate
horses will be discharged before 4.30pm. Please ensure that you bring your horses passport to the clinic and make us
aware if your horse is not signed out of the human food chain.

Informed Consent and Consent forms

We are committed to ensuring that clients are made aware of a range of options when it comes to veterinary care,
procedures and treatments available and the estimated costs of providing these, and as such can provide Informed
Consent. The details provided to clients will be accurate, up to date and documented on your horses’ clinical records.

During the course of providing veterinary care and services to you and your horses we will ask you to sign various
consent forms. These include admission forms, procedure consent forms, euthanasia consent forms, and off license
medication consent forms. All forms will be electronically attached to your horse’s clinical record and copies can be
provided on request.

Referrals and second opinions

Referral of patients to another clinic or hospital is always available and should be discussed with your vet. We will
consider all client requests for referral to specific clinics or surgeons and advise on the suitability of the request for
the case.

Requests for a second opinion, whether made to another vet within the practice or to a vet outside of our practice will
be facilitated in a professional and courteous manner. Clinical case handover will be as required to ensure the best
outcome for the patient.
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Fees and Estimates
Full details of our fees for products and services are available on request. Fees will be increased annually in January.

Visit fees range from £36 and £82.50 depending on your area
Examination fees range from £63.00 to £107.42

We will provide a written estimate of predicted costs upon request. Whilst we will endeavour to ensure that all
estimates are representative, medical estimates are subject to variation due to the nature of the work. However, the
practice will endeavour to update the client of any significant deviation from the original estimate. Should an
unexpected problem or complication arise, and we cannot get hold of the registered owner, the final costs may reflect
additional costs incurred or additional services provided which were not originally included in the estimate.

Invoicing

You will receive an itemised invoice for the services provided to each patient and payment is due on the initial day
that services are rendered to a new client. Hereafter, and for existing clients with good credit history, accounts are to
be settled, in full, strictly within 14 days from the date of invoice.

Clients with a poor credit history will be required to make a payment upfront for the expected services required.
Payment methods include cash, cheque, all major credit and debit cards and online banking. Invoice disputes should
be raised with the practice within 14 days of the invoice date. Where any dispute is not proven and payment is late,
then the overdue accounts procedure will become activated.

Invoices will be sent via email unless you tell us that you would prefer to receive a paper copy in the post.

If you are unable to pay your invoice it is essential that you contact the practice immediately to avoid debt recovery
action being taken against you. In some circumstances we can offer payment plans of up to three months and we are
committed to supporting clients to pay their outstanding accounts and avoid incurring further debt and charges.

Insurance

We strongly encourage clients to insure your animals against unexpected accidents, illnesses, or injuries. It is the
responsibility of the client to settle all invoices due within our normal payment terms and to submit a claim to their
insurer at the earliest opportunity. In some cases, direct claims will be approved. The practice must approve requests
for a direct claim (payment made directly from the insurance company to the practice).

In all circumstances the insurance administration fee of £39.00 should be paid within 14 days of receipt of invoice. In
the case of direct claims, the insurance excess, which varies from policy to policy, should also be paid within 14 days
of receipt of the first invoice. Any costs not covered by the insurance policy, for example livery costs or excluded
conditions should be paid within the normal payment terms. We accept no liability if the claim is rejected, in either
part or full, and will request that any outstanding invoices are settled within 28 days of notification of rejection from
the insurance company. Our overdue accounts procedure will become activated after this period.

Please see our client ‘Guide to Making an Insurance Claim’ document available on our website and from Reception.

Euthanasia and cremation services

We understand that euthanasia can be a very difficult decision for horse owners to make, and that sometimes the
decision is taken out of your hands due to emergency situations. We would like to support clients with end-of-life
planning but appreciate that it is not always easy to talk about. There are some support schemes available to horse
owners for before and after loss, and we would encourage you to reach out.
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https://www.bhs.org.uk/horse-care-and-welfare/health-care-management/euthanasia/friends-at-the-end/
https://www.thedonkeysanctuary.org.uk/for-owners/owners-resources/euthanasia-and-dealing-with-death

The practice offers planned and emergency euthanasia services, but owners can also opt for euthanasia to be carried
out by a licensed firearms professional. We can also offer postmortem and cremation services via trusted
professionals, including general or private cremation. Please contact us for more information.

Accessibility statement

Please see our website for our accessibility to the practice statement. If you require any of the information included
in this letter, on our website, or electronically shared with you to be provided in another format or language, please
contact the Practice Manager.

Client behaviour and sexual harassment

We take the responsibility of protecting our staff from harassment in any form seriously. We will not tolerate verbal
or physical abuse, shouting, swearing or any other offensive behaviour directly towards our staff either in person, on
the phone or by electronic messaging. The practice reserves the right to withdraw veterinary services from registered
clients where a fundamental professional relationship between the practice and a client has fallen into disrepute. To
ensure the welfare of patients we will give written notice of 14 days should it become necessary to withdraw veterinary
services, and we will aim to transfer all relevant clinical data within 2 working days.

Complaints

We take all complaints very seriously and can assure clients that a thorough approach is taken to investigating all
complaints raised. Please address all complaints to the Practice Manager in the first instance. You can do this either
by telephone, letter or email. Please see the practice’s complaint handling information on our website for further
details.

https://thorntonwrightequine.co.uk/wp-content/uploads/2023/10/Terms-of-Business TWVS-Ltd.pdf

Our privacy policy

We take our responsibility for your personal data very seriously. Please see our Privacy Policy for more information
about your data and how we store, use and look after it. Please contact the Practice Manager for more information.
https://thorntonwrightequine.co.uk/wp-content/uploads/2025/10/GDPR-Compliance TWVS-Ltd-Oct25.pdf

We are looking forward to meeting you and your horses, please don’t hesitate to get in touch should you have any
queries.

Best wishes

The Thornton Wright Equine Team
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