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OFFICE POLICIES 
Tracy Andrews LAc | Pulse Wellness Cooperative 

It is my honor to serve you on your journey. My intention is to sustain practice while providing 
excellent and personalized care for each of my patients. Your wellbeing is the reason that we do 
this work. I endeavor to be transparent about my office policies and practices. 
Please familiarize yourself with these policies so that you understand how I handle payment, 
cancellations, illness, inclement weather, and related topics. Read this document thoroughly and 
ask for clarification if needed. 

I. PAYMENT FOR SERVICES 
Full payment is due at the time of service. Cancellation and missed appointment fees are based on 
the time-of-service (TOS) rates listed below. 

Time of Service Rates 
Individual sessions are billed at $220/hour. 

• 60-minute appointments: $220 
• 75-minute appointments: $275 
• 90-minute appointments: $330 

Treatment Packages 
Treatment packages offer a discount on pre-paid services at $220/hour and should be used within 
six months. Packages may be purchased by check or credit card (+3% service charge). See refund 
policy in the Clarifications section.* 

• Five hours of session time: $1,012  ($202.40/hour — 8% prepaid discount) 
• Six hours of session time: $1,188  ($198/hour — 10% prepaid discount) 
• Five 75-minute sessions (6.25 hours): $1,237.50  ($247.50/session — 10% prepaid 

discount) 
• Six 75-minute sessions or Five 90-minute sessions (7.5 hours): $1,485  ($247.50/75-min 

session or $297/90-min session — 10% prepaid discount) 

FSA/HSA, Insurance & Superbills 
Superbills reflecting services provided for acupuncture and manual therapy are available upon 
request to submit to your Flexible Spending Account, Health Savings Account, or insurance 
provider. Superbills are not automated — please give ample notice when making your request. 

Invoicing & Past-Due Balances 
If you have a balance due, you will receive an invoice payable by check, card, or cash. If you have 
any difficulty paying your bill, please contact me right away to arrange a payment plan. 
If I have not heard from you after three billing cycles and am unable to reach you by phone, your 
past-due account will be turned over to collections. 

Payment Methods 
I am in the process of transitioning to Sessions Health; soon that system will be used to manage 
credit card payments. In the meantime, IvyPay is the preferred form of payment; checks (made out 
to Pulse Wellness) and cash are also welcome.  
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IvyPay: IvyPay is a HIPAA-compliant payment processing service that will charge your credit, debit, 
or FSA card without the need to present your card. You will receive a text from IvyPay to enter your 
payment information. After an appointment, you will be charged and will receive a text receipt. 
Returned Checks: There is a $45 service charge for returned checks. 

II. RESCHEDULING OR CANCELING YOUR APPOINTMENT 
Missed appointments greatly impact my livelihood and the sustainability of my practice. Please give 
as much advance notice as possible if you cannot make a scheduled appointment. 
Two business days’ notice is required to change or cancel appointments; this allows me to manage 
my schedule and offer the time slot to another client in need. Please save your initial confirmation 
email, which contains a link to reschedule or cancel up to two business days before your 
appointment. If you have a regular weekly or every-other-week appointment, please let me know as 
early as possible about upcoming travel or other conflicts, as it may be difficult to fill these slots. 
Multiple cancellations of a recurring appointment may result in my being unable to reserve that time 
slot for you going forward. 

Late Cancellation & No-Show Fees 
The payment method you previously provided (credit card on file or pre-paid package) will be used 
to process late cancellation or no-show fees. By providing your payment information through 
IvyPay, you consent to this policy. If you do not have a saved payment method on file, you will be 
invoiced. 
Multiple no-shows may result in termination of services at the conclusion of a pre-paid treatment 
package. 
Standard cancellation fees (non-illness/emergency): 

• Less than 1 full business day’s notice (including no-shows): full TOS fee, which cannot be 
billed to insurance. 

• Between 1 and 2 business days’ notice: 50% of the TOS appointment fee. 

Illness and emergency cancellations follow a different notice framework — see Section II.f–h below. 
 

Two Business Days’ Notice 
Please notify me two business days before your scheduled appointment time if you need to 
reschedule or cancel. For example, if your appointment is at 3:00 pm on Monday, notice must be 
given by 3:00 pm on the prior Thursday to avoid a cancellation fee. More advanced notice is always 
greatly appreciated. 

Email & Text Reminders 
As a courtesy, you are automatically sent reminder emails two and four days before your scheduled 
appointment, as well as a text reminder 24 hours beforehand. Please contact me right away if you 
do not receive an expected reminder — you are responsible for your scheduled appointments 
whether or not reminders are received. 

Online Sessions 
Your appointment may be conducted online when you are unable to get to the office due to illness, 
emergency, inclement weather, or travel. Online sessions are appropriate for nearly all treatment 
plans and may include NeuroAffective Touch®, guided somatic visualizations, Internal Family 
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Systems, Focusing, and/or body-oriented coaching. Please ensure you can be in a safe, private, 
and comfortable location for the duration of your session. 

Late Arrivals 
Please do your best to notify me if you expect to be late. I will attempt to reach you by text or phone 
if you have not arrived 10 minutes after your scheduled start time. Arriving more than 15 minutes 
late will be considered a no-show. In most cases we can conduct your session online, as long as 
you contact me within the first 15 minutes of your appointment time. 

Illness 
Illness cancellations operate on a different timeline than standard cancellations. Late cancellations 
due to sudden illness with more than two hours’ notice will be charged 50% of the TOS fee. 
Cancellations for illness with less than two hours’ notice are considered a no-show and will be 
charged the full fee. One late cancellation per year for sudden illness may be excused at my 
discretion. 
If you’re feeling sick, please use the following guidelines to assess how to proceed: 

• Well enough for daily activities: Plan to wear a quality mask to your appointment and let 
me know you’ve had symptoms so I can thoroughly disinfect after your session. 

• Need to stay home but can engage in conversation: Let me know you’d like to meet 
online. A link will be in your confirmation and reminder emails. 

• Too ill to get out of bed: Please notify me as early as possible. Less than two hours’ notice 
will be treated as a no-show and charged the full fee. 

Emergencies 
Emergency cancellations follow the same fee structure as illness cancellations above. If a true 
emergency — such as a car accident or acute health crisis — prevents you from attending, please 
give as much notice as possible. One late cancellation per year for a genuine emergency may be 
excused at my discretion. Work conflicts and scheduling issues do not constitute emergencies. 

Inclement Weather 
If I’m unable to safely reach the office, I will contact you by text or phone as early as possible — no 
less than two hours before your appointment when I can help it. If you don’t feel confident traveling 
safely, please reach out and I’ll send a Google Meet or Zoom link so we can meet online instead. 

III. SESSION LENGTH & THE TIME CONTAINER 
To create a stronger container for our work, it is important that we understand each other’s 
boundaries around time. I do my best to track time within an appointment so that you might have 
greater freedom to drop into the session. 
There are three primary situations that affect the time container: 

• You need to leave by a specific time 
• You would like to extend an appointment 
• You prefer not to be offered additional time 

If you need to leave by a specific time (for another appointment, to pick up a child, etc.), please 
let me know at the start of our session so I can be attentive to the clock. 
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If extending your session seems beneficial, I will check with you to see if you’d like additional time 
and agree on an end time. You are equally welcome to ask me at any point whether more time is 
available. 
If you prefer to keep to the scheduled appointment length and would rather I not offer additional 
time, please let me know so I can hold a firm boundary around our end time. 

Extending Your Appointment 
While 60 minutes is the most common session length, 75- and 90-minute sessions are available 
and often allow for deeper work, especially when combining acupuncture with somatic and/or 
manual therapies. Intensive sessions (2–3 hours) may be arranged by special request. If you wish 
to add time to a scheduled appointment, you accept financial responsibility for the additional time at 
the rate of $220/hour. 

IV. CLARIFICATIONS 
* Treatment package refunds: After six months, unused sessions are converted to the remaining 
cash value and may be applied to future sessions or refunded. Unused portions of treatment 
packages may be refunded upon request as follows: (Total paid) − (number of sessions used at the 
non-discounted rate) = refunded amount. 

 


