
Privacy Notice
Purpose of this notice
This notice explains how Equilibrium Physiotherapy collects, uses, stores and shares personal information, and sets out your rights.
We process personal information in line with UK data protection law.
About us
Equilibrium Physiotherapy is the data controller for the information described in this notice.
For questions, please contact us using the details on our website or in your appointment communications.
How we collect your personal information
Most information we hold is provided by you, including when you:
· contact us by phone, email, or contact form;
· book, change or cancel an appointment;
· complete an assessment, consent form, questionnaire or pre-treatment form;
· attend physiotherapy, massage, vestibular rehabilitation or another service;
· provide clinical information during assessment or treatment;
· send us clinic letters, operation notes, GP information, consultant correspondence or other healthcare records;
· make a payment or raise a query, concern or complaint.
We may also receive relevant information from your GP, consultant, insurer, occupational health provider, solicitor, another healthcare professional or a family member, where appropriate and lawful.
The personal information we collect
We may collect and use:
· name, address and date of birth;
· email address and telephone number;
· emergency contact or next of kin details;
· GP or consultant contact details;
· occupation and lifestyle information relevant to your assessment or treatment;
· medical history, medication, allergies and current symptoms;
· information about injuries, surgery, treatment, rehabilitation, mobility, balance, dizziness or other health concerns;
· clinical notes, assessment findings, treatment plans and exercise programmes;
· correspondence with you or other relevant healthcare professionals;
· payment, booking and appointment information;
· details of any feedback, concerns or complaints.
Health information is special category data and is handled confidentially.
How we use your personal information
We use your personal information to:
· arrange, manage and provide physiotherapy and related services;
· assess your health, symptoms and treatment needs;
· provide safe and effective treatment, advice and exercise programmes;
· communicate with you about appointments, treatment, follow-up and administration;
· liaise with your GP, consultant, insurer or other healthcare provider where necessary and appropriate;
· manage payments, invoices and cancellation arrangements;
· keep accurate clinical and business records;
· respond to questions, concerns, complaints or legal claims;
· comply with legal, regulatory and professional obligations.
Lawful basis for using your information
We use personal information only where we have a lawful basis, such as:
· performing a contract with you or taking steps before entering into a contract;
· complying with legal obligations;
· pursuing our legitimate interests in running and managing our physiotherapy practice;
· protecting vital interests in urgent circumstances;
· your consent, where consent is required.
We usually process health information where necessary to provide healthcare or treatment under a duty of confidentiality.
How we store your data
Your information is stored securely in electronic documentation and administration systems and protected against unauthorised access, loss, misuse, alteration or disclosure.
Access is limited to those who need it for clinical, administrative, legal or professional purposes.

Sharing your personal information
We may share information where necessary and lawful, including with:
· your GP, consultant or another healthcare professional involved in your care;
· insurers, case managers, occupational health providers or solicitors, where relevant;
· professional advisers, regulators or insurers;
· service providers who support our business systems, clinical records, booking, payment or communications;
· authorities or regulators where we are legally required to do so.
We only share relevant information and will seek consent where required.
Data security
We use appropriate measures to protect personal information from loss, misuse, unauthorised access, alteration or disclosure.
Third-party service providers must process information securely, confidentially and lawfully.
If legally required, we will notify you or the Information Commissioner’s Office of a personal data breach.
Retention of your data
We keep personal information only as long as needed for treatment, records, legal or regulatory duties, queries, complaints or claims.
Retention depends on:
· the nature of the services provided;
· professional and legal record-keeping requirements;
· the purposes for which the information was collected;
· the lawful basis for processing;
· the type and sensitivity of the information;
· any potential legal, insurance or regulatory requirements.
When no longer needed, information is securely deleted, destroyed or anonymised.
Your rights
Your rights may include the right to:
· access the personal information we hold about you;
· request correction of inaccurate or incomplete information;
· request erasure of your information in certain circumstances;
· object to certain types of processing;
· restrict how your information is used in certain circumstances;
· request transfer of your information to another provider where applicable;
· withdraw consent where we rely on consent to process your information.
Some rights are limited; for example, we may need to keep clinical records for legal, professional or insurance reasons.
Keeping your information up to date
Please tell us if your details, GP, health or emergency contact information changes so we can keep accurate records and provide safe care.
Accessing your records
Access requests are usually free, but we may charge or refuse requests that are clearly unfounded, repetitive or excessive.
We may ask you to confirm your identity before responding.
Right to withdraw consent
Where we rely on consent, you may withdraw it at any time unless we have another lawful basis to continue processing.
Withdrawal does not affect processing already carried out.
Complaints
If you have concerns, please contact Equilibrium Physiotherapy first so we can try to resolve them.
You may also complain to the Information Commissioner’s Office.
Changes to this notice
We may update this notice and will make the latest version available through our usual channels.
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