Your plan
guide

Healthy Extras

Hello.
Your employer is working in
partnership with Westfield Health
to provide you with Healthy Extras.
A little bit about Westfield Health.
We are Westfield Health. From humble beginnings, we’ve
evolved to become award-winning providers of health and
wellbeing services.
We encourage positive changes in the wellbeing of our
customers and the wider population across the UK.
Together, we can help everyone to live healthier lives
through better choices, ongoing support and a more
proactive approach to healthcare.
As a not for profit company, we reinvest our surplus in
products and services that directly benefit our customers.
Through our charitable donations, we support the NHS
and medically related charities to help our customers and
the community to lead healthier lives.

Getting started.
It’s easy to start accessing your services today. Visit
your online portal, register your details and access
your services.
Take a look through your plan guide, which provides
everything you need to help you get the most from
your Healthy Extras.
If you have any questions at all, just give our friendly
UK based Customer Care Team a call on 0114 250 2317.
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Welcome

We’re not 		
satisfied unless
you are.
At Westfield Health, we’re
renowned for our customer
care and we continue to
be recognised as offering
‘world class service’ by the
Institute of Customer
Service. So when you talk to
us, you know we’ll be fully
committed to working
harder for you.
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Introducing your
Healthy Extras.
We all know the importance of physical exercise, but your emotional
wellness is just as important.
Healthy Extras provides you with access to a range of valuable
services to help support your emotional wellbeing, by providing easy
access to professional help, when you need it.

			

Big White Wall.

			 Worried, stressed or anxious? Feeling low or not coping? Big White Wall is a safe
online space for you to explore things that are troubling you and get support in
confidence.
Big White Wall provides safe, 24/7 anonymous support. You can share experiences with
other members of the online community, express yourself in words or images, browse a
library of information and follow courses on topics including managing anxiety, positive
thinking and problem solving. You can also assess yourself using a range of tests on
emotional health, and issues surrounding healthy lifestyles, recording your results over
time. Trained counsellors (called Wall Guides) are on hand at all times to provide extra
support.
The service is easy to use and completely anonymous, so no one will know you are using
it unless you tell them. One member of Big White Wall commented, “Knowing Big White
Wall is there 24/7, so you can use it at any time, does help. It has helped me to cope with
my depression and facing my fears.”

			

24 Hour Advice and Information Line.

			 It’s good to talk. Whatever the issue, support and advice is just a phone call
away. This service gives you and your resident family access to confidential guidance on
medical, legal or domestic issues from experienced counsellors, lawyers and medical
advisors. From stress, bereavement or relationship advice to health and money worries,
you’ll be able to talk to a qualified counsellor any time day or night. It’s all part of the
service.
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What’s Included

			 DoctorLine™.
			 From anywhere in the world, 24 hours a day, you can pick up the phone and
arrange a call back from a practising UK GP, to discuss any health issues and receive
advice or a diagnosis. You can even choose to have a webcam consultation so you can see
and speak to a doctor while you’re at home or at work. It’s the closest thing to a surgery
appointment, but without the wait. Over 70% of DoctorLine™ consultations result in the
patient being recommended a course of action, without the need for referral to another
medical professional. Reassuring, isn’t it?
If the doctor believes that your treatment requires medication, they can offer you a
private prescription. Your medicine will be sent directly to you and is usually dispensed
the next working day. Our private prescription service is ideal if you are unable to get an
appointment with your regular GP or are away from home and you require prescribed
medication.
Prescriptions can be raised for one-off occasions such as prescription-only painkillers/
inflammatory drugs, digestive medication, or NHS prescription medication where the
patient is away from home and has forgotten or has insufficient prescription medication,
antibiotics or hormonal medication.

			

Westfield Rewards.

			 We’re giving you access to our exclusive rewards website, providing you with
special offers on all your favourite goods and services from over 600 leading online and
high street retailers. Pick up exclusive discounts by purchasing reloadable cards for high
street stores and supermarkets or receive Cashback from participating retailers by
connecting to them online via the Westfield Rewards website.
Even better, all discounts are on top of sale discounts or online promotions and you can
even save on utility services such as gas or electricity too.
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Appointments

Appointment
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With/where

Time

Date

Everything you
need to know.
This plan guide contains important
information about your plan, so please read
it carefully.
If you have any questions, just get in touch.

Service Rules
General Terms and Conditions
Definitions

page 8
page 11
page 11
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Service Rules

Big White Wall

Full details of each service are
listed on the following pages.
Cover is subject to the General
Terms and Conditions specified
on page 11.

Plan Holder: Just for you.

Where words or phrases appear
in bold type, they have the special
meaning for the purposes of the plan
as detailed in the Definitions section.

If there is 		
anything about
these service rules that
you don’t understand
please contact our
Customer Care Team on
0114 250 2317 and we
will be happy to help.

This service is provided by
BigWhiteWall Limited.
If you are worried, stressed,
anxious, feeling low or not coping
Big White Wall is a safe online
space for you to explore things
that are troubling you and get
support in confidence.
Big White Wall provides safe, 24/7
anonymous support. You can share
experiences with other members
of the online community, express
yourself in words or images,
browse a library of information and
follow courses on topics including
managing anxiety, positive thinking
and problem solving.
You can also assess yourself using
a range of tests on emotional
health, and issues surrounding
healthy lifestyles, recording
your results over time. Trained
counsellors (called Wall Guides)
are on hand at all times to provide
extra support.
The service is easy to use and
completely anonymous, so no one
will know you are using it unless
you tell them.
The Support Network of
bigwhitewall website is available to
you and includes:
• Peer talk therapy: you are able
to start or join forums on topics
ranging from depression and
anxiety to relationship issues,
work stress, abuse, self-harm
and eating disorders;
• Peer groups: you are able to
start ‘invitation-only’ forums
and talk to a selected group;
• Peer support networks: you
can make ‘friends’ and create
a support network to get
useful information, motivation
and a means to improve selfawareness;
• Creative therapies: employing
art and writing therapies, you
are able to express yourself on
‘bricks’ that are posted to BWW
where you can choose to share
and discuss the underlying
‘story’.
Self-directed learning gives
you access to a wide range of
information on wellbeing as well
as self-assessment tools and selfhelp exercises.

8

Guided self help and support. The
Wall Guides are available 24/7 and
are trained and supervised by the
Provider’s Clinical Lead. They offer:
• Brief counselling: immediate
support from the Wall Guides
who are trained counsellors; and
• Guided groups: groups that
are based on therapeutic
approaches such as
interpersonal therapy and
cognitive behaviour therapy.
To access Big White Wall please log
into your online portal.

24 Hour Advice and
Information Line

Telephone support from
counsellors, legal and medical
professionals for you and your
family.
Plan Holder: For you, your partner
and adult dependent children who
are 18 to 24 years old, in fulltime
education and living with you, this
includes children living away from
home during term time.
The 24 Hour Advice and
Information Line is provided by
Health Assured Ltd.
Unlimited use of the confidential*
telephone service, giving you and
your family support from a team of
qualified professionals 24 hours a
day – 365 days a year. Simply call
the telephone number** There is a
scheme number that you and your
family must use when you call. The
scheme number doesn’t identify
individual callers and any usage
statistics given to the leisure
trust don’t include any personal
information. The telephone
number and scheme number are
contained in your online portal.
*This is a confidential service and
the content of your call will not be
divulged unless there is a serious
risk to you or someone else.
**Call charges may apply from
some networks.
Speak to a Counsellor
Telephone support from a fully
trained counsellor on issues
such as: stress; anxiety; family
problems; bereavement; money
management; depression;
relationships; problems at work;
substance misuse.
You can speak to a counsellor on
the telephone but as it is a new

call each time you won’t be able
to speak to the same counsellor.
There is no element of ongoing or
structured counselling.
Legal
Free telephone legal information
from an experienced legal
professional on a wide range of
issues e.g. consumer disputes;
property; motoring; landlord/
tenancy; debt; welfare benefits;
matrimonial; family; wills and
probate.
Health & Wellbeing
A sympathetic professional at
the end of the phone giving you
the time you need to talk about
your health and wellbeing. The
team of medical professionals
will give you easy to understand
expert advice and information
on a wide range of health and
lifestyle issues including: medical
symptoms and conditions, medical
and surgical treatments; hospital
tests and procedures; childhood
illnesses; caring for the elderly;
diet and exercise; reducing alcohol
consumption; stopping smoking.
Please note, this service provides
general guidance only and is not
intended to replace your normal
personal medical care. This is not
an emergency service and will not
provide diagnosis or prescribe
treatments.

DoctorLineTM

Round the clock advice from a GP.
Plan Holder: For you and your
resident family.
The DoctorLineTM service is provided
by Medical Solutions UK Ltd.
The DoctorLineTM service provides
you and family members
normally resident with you,
with access to telephone or
webcam consultations with a GP
(General Practitioner). Telephone
consultations are available 24
hours a day, every day. Webcam
consultations are available
from 8.30am to 6.30pm, United
Kingdom time, Monday to Friday
(excluding Bank Holidays).
There is no limit to the duration
of the consultation or number
of times that you can use the
service*.
The DoctorLineTM consultation
service gives you the reassurance
of speedy access to completely

confidential advice from a GP
whenever you need it. Because
the consultation is carried out
by a fully qualified GP, who will
take into account your personal
medical history, the doctor will
in many cases be able to provide
a diagnosis of your symptoms
and recommend an appropriate
course of action. With your consent
a report of the consultation can
be forwarded to your GP within 2
working days, if required. If you
wish to seek further information
about a medical condition or
proposed course of treatment the
GP can discuss all areas relating to
health from surgical procedures,
diseases, injuries and prescription
medicines to new treatments,
foreign travel, exercise and
nutrition.
If the DoctorLineTM GP thinks that
prescription medicine would be
appropriate, they may offer to send
a private prescription electronically
to a registered online pharmacy
service from where the medication
will be sent directly to you.
When the prescription is issued
before 4pm it is usually delivered
the next working day. The online
pharmacy service will call you to
take your payment by credit or
debit card. Simply confirm your
payment details and delivery
address and they’ll arrange
delivery of the medication to your
home or place of work.
The DoctorLineTM service is not
intended to replace the care
offered by your own GP. This is
not an emergency service and you
should not use DoctorLineTM for
emergencies or urgent conditions,
as this may delay necessary
treatment. You may still need
to see your own GP or contact
the emergency services if the
DoctorLineTM GP recommends that
this is necessary.
Using the service
If you would like to arrange a
telephone or webcam consultation,
simply call the DoctorLineTM service
on the telephone number** and
access number are contained in
your online portal.
You will be given the option to
select either a telephone or a
webcam consultation by pressing
the keys on your telephone keypad.
You will then be connected to an
experienced healthcare operator
who will request some preliminary

information regarding the nature
of your enquiry. They will ask you
for to quote the special reference
number. This number confirms
that you are eligible to use the
service. This number will be
provided in your welcome email
(or that can also be obtained from
the Westfield Health Customer
Care Team). The operator will book
an appointment for a qualified
practising GP to call you back, at a
time convenient to you, for either a
telephone or webcam consultation.
You will only pay the cost of the
initial telephone call to book
the consultation, even if you are
temporarily outside the UK***.
Webcam consultations
If you have selected the webcam
consultation option, in addition to
speaking with a qualified practising
GP, you can see them and they can
see you, via the webcam.
The service is secure, confidential
and easy to use; you just need to
provide an email address and have
access to a computer or laptop
with a webcam and broadband
internet access.
Using the webcam consultation
service to show the doctor your
symptoms can help them to
diagnose your condition and advise
you accordingly. To assist in their
explanation the doctor can also
show you 3D medical images of the
body or refer to medical definitions.
Once you have made an
appointment for a webcam
consultation, you will be sent
an email to enable you to join
the doctor in the online surgery
meeting room.
Please read the terms of use of the
service included in the email before
proceeding.
All webcam consultations are
confidential, however telephone
calls and visual images will be
recorded for monitoring purposes.
By accepting the appointment you
are agreeing to the recording and
the terms of use.
At your appointed time, the doctor
will call you on the telephone
number you provided to the
operator. If for any reason, there
is a problem with the internet or
broadband connection, you can still
benefit from your GP consultation
by telephone.
Continued overleaf
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*In exceptional cases where
Medical Solutions consider that
there has been excessive or
inappropriate use by a caller
the service may be limited or
withdrawn from that individual.
**For your protection calls will
be recorded. Please be assured
that all consultations remain
confidential.
***Your network provider may
charge for a call received to your
mobile telephone while you are
outside the UK.

Westfield Rewards
Plan Holder: Just for you.
Westfield Rewards is provided by
Reward Gateway.
Westfield Rewards is an online
portal that provides you with
access to offers on a wide range of
goods and services.
Westfield Health and Reward
Gateway do not profit from you
shopping via Westfield Rewards.
Westfield Health and Reward
Gateway are not responsible for
and do not endorse any of the
products or services provided by
the retailers listed on the website.
Purchases from these retailers are
made entirely at your own risk.
Reward Gateway and Westfield
Health do not have access to
credit or financial details that you
give to retailers when you make a
purchase.
Westfield Rewards will be happy
to help if you have any queries
regarding Cashback or Reloadable
Cards. You should contact the
retailer directly for any other
problems or complaints about
goods or services that you have
purchased.
It is important that you carefully
read the full terms of use displayed
on the Westfield Rewards website
before you decide to register and
also from time to time to ensure
that you know the current terms
and conditions. Reward Gateway
may modify the terms of use
without notice by posting the
amended terms and conditions
on the Westfield Rewards website.
Use of the website indicates that
you agree to be legally bound by
the current terms and conditions: if
you do not agree with these terms
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and conditions you should not use
the website.
You must visit the website at least
once a year or your Westfield
Rewards account may be closed.
How to register for Westfield
Rewards
Simply visit your online portal. You
will be able to access Westfield
Rewards, you will not need register
or create a password. You will
only be able to access Westfield
Rewards through your online portal
for the plan.
Westfield Health will not receive
details of how you use Westfield
Rewards or any purchases that you
make.
Reloadable Cards
You can purchase Reloadable
Cards for use in certain high
street stores and supermarkets
at a discounted price. Details
of participating retailers, the
discounts available and the full
terms and conditions are on the
Westfield Rewards website.
Simply order and pay Reward
Gateway for your Reloadable Card
online or via the Helpdesk and it will
be sent to your home address by
first class post. You must activate
the card online or by contacting the
Westfield Rewards Helpdesk before
you can use it to make a purchase.
You can pay to top-up the balance
on your Reloadable Card online
or by contacting the Westfield
Rewards Helpdesk.
If you are planning to use your
Reloadable Card for a specific
purchase or retailer event you
must allow sufficient time when
you order the card for it to reach
you and be activated for use.
If you change your mind you can
request a refund for any new card
that you have not activated within
14 days of receiving the card.
Refunds are not available for card
top-ups.
You should only order a Reloadable
Card that you intend to use in the
near future, refunds will not be
given after you have had the card
for 14 days even if the retailer
ceases to trade or declines to
accept the card.
Treat your Reloadable Cards
like you would cash, it is your
responsibility to keep the card
safe. If your card is lost or stolen

Reward Gateway cannot be held
responsible for any loss you may
have incurred.
You should notify the Westfield
Rewards Helpdesk and they will
cancel the lost or stolen card with
the retailer and send you a new
card for any unused balance.
Cashback
Cashback is easy to use. Check out
the amount of Cashback offered
by a participating retailer then
simply connect to their online
store via the link on the Westfield
Rewards website. Purchases must
be made online using the link from
Westfield Rewards; orders placed
or completed by telephone or in
the retailer’s high street store do
not qualify for Cashback.
Once you have completed your
purchase your Cashback will be
calculated and the amount credited
to your Cashback account. The full
terms and conditions for receiving
Cashback are detailed on the
Westfield Rewards website. If your
Cashback account is not credited
within 45 days of the transaction
please notify Westfield Rewards,
you should not contact the retailer.
Cashback is not payable if you
cancel or return the goods or
services. Any Cashback already
credited will be removed from your
Cashback account.
You should inform the Westfield
Rewards Helpdesk of any Cashback
credited that you know that you
are not eligible to receive so that
they can remove it from your
Cashback account. You must not
withdraw any Cashback that you
are not entitled to receive: Reward
Gateway may take legal action to
recover any payment that you were
not eligible to receive.
When you want to withdraw your
Cashback simply follow the online
instructions and payment will be
made into your bank account.
If you cease to be a plan holder
you cannot continue to use
Westfield Rewards and must
claim any funds in your Cashback
account within 30 days.
You can contact the Westfield
Rewards team online or by
telephoning the Helpdesk on
0345 299 4194 or 0203 583 7020.
Telephone lines are open 8am
to 8pm on Monday to Friday and
10am to 4pm on Saturday and

Sunday (except for Christmas
Day). Calls may be monitored or
recorded to confirm that your
instructions have been carried out
correctly and to help to improve
the quality of service.

General Terms and
Conditions
Where words or phrases appear
in bold type, they have the special
meaning for the purposes of the
plan as detailed in the Definitions
section.
Eligibility
Your employer is providing you
with Healthy Extras.
Terminating your plan
Your plan may be cancelled at any
time if:
• Under the terms and conditions
of the plan you are not eligible
• There is use of your plan
that is fraudulent or that it
is reasonable to believe it is
intentionally false, and/or
misleading
• You (or anyone using your plan)
act in a threatening or abusive
manner, e.g. violent behaviour;
verbal abuse; sexual or racial
harassment, towards a member
of Westfield Health staff or one
of the suppliers
• You fail to abide by any of the
terms and conditions of this
plan
Should your plan be cancelled you
will not have any right to make
any further use of the plan and its
services.
Access to the plan
Your plan will cease if the
agreement between your employer
and Westfield Health comes to
an end. Your employer is paying
for the plan. You will only be
able to access the plan if your
employer continues to pay. If
your relationship with the your
employer ends they would stop
paying for the plan and you would
no longer have access to the plan.
Changes to the plan
From time to time it may be
necessary to amend the rules
relating to the plan. If any changes
are made you will be given
reasonable notice, except when
it is not possible to do this, for

example changes required by
law. If it is intended to completely
withdraw the plan you will be given
reasonable notice.
Data Protection/Fair Processing
Notice
Information provided to us or
collected concerning your plan in
the future will be used by Westfield
Health, or selected third parties to:
•
•
•

provide the services on this plan
maintain your records
prevent and detect fraud or
misuse of the services

This information may be shared
with:
•
•
•

insurance providers
police and enforcement agencies
your employer, where we have a
reasonable belief that the use of
the services is in serious breach
of our terms and conditions
and/or may be fraudulent

In the interests of continuously improving our services to customers
and for training purposes telephone calls to Westfield Health will
be recorded and monitored. This
will include the recording and monitoring of Sensitive Personal Data
such as data relating to health and
medical conditions.
Whenever your employer passes
information about you to Westfield
Health we will process the
information in accordance with
all applicable data protection and
medical information laws and
regulations. By collecting such
information from your employer
Westfield Health relies on your
employer’s compliance with all
data protection legislation. Your
employer warrants that whenever
they transfer personal data
(including any Sensitive Personal
Data) to Westfield Health for the
purposes set out in this plan guide
that they have full authority to do
this, and do so in accordance with
applicable laws and regulations.

marketing offers and details of
our other products and services.
To opt out please contact us at
the above address. We may also
share all contact details with other
selected organisations who may
contact you by post or phone
about other products and services.
To opt out please contact us at
the above address. If you are also
happy to receive emails/texts from
these other selected organisations
please contact us at the above
address.
The information contained within
this plan guide is effective from 1st
March 2018.

Definitions
Wherever the following words or
phrases appear in this document
in bold type, they have the special
meaning for the purposes of the
plan, as detailed below.
Partner
• A person you live with that you
are married to, or a person that
you permanently live with as if
you are married to them
or
• A person you live with in a civil
partnership, or a person that
you permanently live with as if
you are in a civil partnership

Plan 				
Healthy Extras
Plan holder
The person in whose name the
plan is held.
You/your/yourself
The named Westfield Health plan
holder.

For a small fee you are entitled to
a copy of the information which
we hold about you by writing to
the Data Subject Rights Officer,
Westfield Health & Wellbeing
Limited, 60 Charter Row, Sheffield
S1 3FZ, telephone 0114 250 2317.
Marketing Preferences
We may occasionally use your
contact information to contact you
by post, email, text or phone with
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Remember, our
friendly Customer
Care Team is here
to help.
Online
westfieldhealth.com

Email
enquiries@
westfieldhealth.com

Phone
0114 250 2317
8am-6pm, Mon-Fri
(except Christmas Eve
and public holidays)

Registered Office.
Westfield Health
Westfield House
60 Charter Row
Sheffield
South Yorkshire S1 3FZ

PB072V1

Westfield Health is a trading name of Westfield Health & Wellbeing Ltd and is registered
in England & Wales company number 9871093.
Westfield Health is a registered trademark.
©Westfield Health 2018

