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Parties  
This Agreement (“Agreement”) is between: 

Aurum Health Limited ("Aurum") registered at 23 Rathbone Street, Whangarei, 0110, New Zealand, 
 
And  
 
Referred to within this Agreement as  “You” 
 
Collectively referred to as "The Parties", or “Us” 

Background 
A. You wish to engage Aurum to provide telehealth general practice services as set out by this Agreement 

and detailed in Schedule One - Client Specific Details. 
B. Aurum has agreed to provide the services as set out in this Agreement and as varied by the terms and 

conditions.  

Agreement 
This Agreement is effective as of the date it is signed by You and expires in line with Schedule One – Client 
Specific Details  

1. Definitions  
1.1. Agreement: This agreement and its associated incorporated policies as described.  
1.2. Business Hours: Aurum’s standard hours are 9:00 a.m. to 5:00 p.m. weekdays. This means a day 

of the week other than:  
1.2.1. a Saturday, a Sunday, Waitangi Day, Good Friday, Easter Monday, Anzac Day, the 

Sovereign's birthday, Matariki, and Labour Day; and  
1.2.2. If Waitangi Day or Anzac Day falls on a Saturday or a Sunday, the following Monday; and  
1.2.3. a day in the period starting 25 December in any year and the first working day after the 

New Year Holiday, the January in the following year; and  
1.2.4. The days observed as the anniversaries of the provinces of Auckland and Wellington. 

1.3. Commencement Date: The date specified in Schedule One - Client Specific Details. 
1.4. Force Majeure: Events beyond reasonable control, such as natural disasters or pandemics. 
1.5. Incorporated Policies: Separate policies as listed in this Agreement and amended from time to time. 

Compliance by You with these policies forms part of these terms and conditions of this Agreement.  
1.6. Services: Describes any of the benefits and services provided to You or engagement between You 

and Aurum as covered under this Agreement.  
1.7. Telehealth: Delivery of health services via digital technology. 
1.8. Third-Party Services: Services not provided directly by Aurum, including referred diagnostics, 

pharmaceuticals, or specialist treatments. 

2. Term  
2.1. The Agreement is for a maximum period of 12 weeks, as confirmed in Schedule One – Client Specific 

Details. 
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3. Service Benefits 
3.1. Up to eight consultations available within 12 weeks of the Commencement Date,  

3.1.1. For avoidance of doubt, there are no refunds for consultations or services not used 
within term. Aurum recommends that you make maximum use of the Services available 
to you under this Agreement. 

4. Programme Fees and Payment 
4.1. The Service is for 12 weeks. You can choose to pay in three monthly installments, or in a single sum. 

Your payment frequency and cost is confirmed as per the attached Schedule One - Client Specific 
Details.  

4.2. Direct debit payments are processed via GoCardless or can be paid directly to Aurum’s bank 
account.  

4.3. Fees are payable before Aurum delivers any Services to You. You will be made aware of any fees 
due before they are charged. You can request a copy of Aurum’s current fees at any time from your 
relationship manager or by emailing help@aurumhealth.nz  Examples of Services that will incur 
additional fees on top of your fee include (but are not limited to) 

4.3.1. Prescription fees. 
4.3.2. Additional consultations, missed or cancelled appointments. 

5. Telehealth Services – Emergency and Suitability  

Aurum’s telehealth services are not suitable for medical emergencies. 
In emergencies, contact 111 or seek immediate medical attention at a hospital. 

5.1. Telehealth is for routine or non-urgent care, chronic and complex care coordination, follow-ups, 
lifestyle medicine, health optimisation and medication reviews. Examples include: 
5.1.1. support with managing new diagnosis. 
5.1.2. long term health planning. 
5.1.3. complex medical condition management. 
5.1.4. provision of wellness-based provision and pre-condition management. 

5.2. Aurum complies with the Medical Council of New Zealand’s telehealth and prescribing standards, 
including restrictions on prescribing controlled substances without an in-person assessment. 

6. Incorporated Policies  
6.1. This Agreement incorporates the terms, conditions and processes outlined in Schedule One - Client 

Specific Details. 
6.2. By signing this Agreement, You confirm that You have received, read, and accepted the 

Incorporated Policies.  
6.3. Policies may be updated or introduced to be included under this Agreement with 30 days' notice via 

email. You may cancel your agreement without penalty if You do not accept changes, and if 
appropriate receive a partial refund minus any reasonable costs incurred by Aurum for any Services 
rendered to date under this Agreement. 
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7. Force Majeure 
7.1. Neither party will be liable to the other, or be deemed to be in breach of this agreement, as a result 

of any delay or failure to perform its obligations due to any Force Majeure Event, provided that it:  
7.1.1. takes all reasonable steps to perform its obligations and/or alleviate the delay; and  
7.1.2. provides written notice of the nature and extent of the Force Majeure Event and the likely 

delay to the other party as soon as reasonably practicable.  

8. Delivering Excellent Service 
8.1. Aurum strives to provide the best possible Client experience. If, in your opinion, Aurum has fallen 

short of your expectations, Aurum welcomes You to make contact with your Relationship Manager 
in the first instance. By doing so, Aurum can attempt to resolve any concerns You raised.  

8.2. Aurum welcomes feedback via the Client Feedback and Insights Policy, which includes avenues for 
escalation to the Health and Disability Commissioner (HDC). 

8.3. Aurum will treat any concerns in confidence and in line with Aurum’s Client Feedback and Insights 
Policy.  

9. Dispute Resolution 
9.1. The Parties must use reasonable endeavours to resolve disputes arising under or relating to this 

agreement by negotiation.  
9.2. No Party may initiate or commence court proceedings relating to a dispute unless it has attempted 

to negotiate a resolution, including that You have followed the obligations set out in clause 8 and 
received a final response from Aurum. Provided that, an application may still be made to the courts 
for interlocutory relief or to recover a debt payable.  

10. Cancellation & Termination 
10.1. You may cancel early by paying the equivalent to one months’ fees (inclusive of GST) and providing 

written confirmation to Aurum via email help@aurumhealth.nz. The notice period takes effect from 
the date that Aurum receives your written notice. At the end of the notice period: 
10.1.1. Aurum will refund You any prepaid premium under this Agreement for the remaining 

duration of your Agreement. 
10.1.2. Aurum will apply any administrative fees associated with the reasonable and actual costs 

incurred by Aurum for any Services rendered to date under this Agreement. 
10.2. Aurum may terminate this agreement for severe breaches by providing written notice via email to 

You, specifying the reason for termination. Examples may include (but not limited to): 
10.2.1. Consistent non-payment (more than 1 payment in arrears on a monthly schedule or more 

than 30 days late on a single payment). 
10.2.2. Significant or consistent breach of this agreement. 
10.2.3. Abusive, threatening, or harmful behaviour. 
10.2.4. Actions undermining Aurum’s reputation, services, or integrity. 
10.2.5. Discriminatory, disrespectful, or unethical conduct. 

10.3. In the event of minor breaches, Aurum will provide written notice to You via email, along with an 
opportunity for You to remedy the breach within 14 days. If the breach is not remedied within that 
time, Aurum may terminate the agreement. Examples of a minor breach may include (but are not 
limited to): 
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10.3.1. Late payment of fees that do not meet the criteria set out in 10.2. 
10.3.2. Minor breaches of Aurum’s policies – particularly any of the Incorporated Policies 
10.3.3. Disrespectful, but not abusive, behaviour. 

10.4. Where a refund is payable under this clause 10, Aurum may deduct an administrative fee reflecting 
the reasonable, actual costs incurred by Aurum for Services rendered up to the effective date of 
cancellation. If such costs exceed the prepaid amount, You agree to pay the difference, which will 
constitute a recoverable debt until settled in full. All such fees and charges are inclusive of GST. 

10.5. Termination of this Agreement will not affect any accrued rights or obligations of any of The Parties.  

11. Indemnity  
11.1. You agree to indemnify Aurum against any losses, costs, or damages (including reasonable legal 

fees or settlement amounts) that Aurum faces as a direct or indirect result of: 
11.1.1. any failure by You to meet your obligations under this Agreement; or 
11.1.2. any willful or negligent actions or omissions by You or in connection with this Agreement. 
11.1.3. any claim by a third party arising from or connected with your use of the Services in a 

manner inconsistent with this Agreement, Aurum’s policies, or applicable law; or 
11.1.4. any clinical advice, treatment decision, or professional guidance given or relied upon by 

you in the course of using Aurum’s Services, provided that such advice has been 
determined to be appropriate and in conformity with the professional and ethical standards 
expected by the relevant regulatory bodies. These include (but are not limited to) the 
Medical Council of New Zealand, the Nursing Council of New Zealand, or any other 
legislatively appointed authority responsible for oversight of registered health 
practitioners. 

11.2. This indemnity does not apply where Aurum has acted in breach of this Agreement, has been grossly 
negligent, or has engaged in wilful misconduct. 

11.3. If a claim arises for which you may be required to indemnify Aurum, you must promptly notify Aurum 
in writing and, at Aurum’s reasonable request, cooperate in good faith in the defence or resolution 
of the claim. Aurum will manage its defence and settlement of any such claim but will not take any 
step that materially prejudices your position without consultation. 

11.4. The indemnities in this clause 10 are subject to the limitations and exclusions of liability described in 
clause 12 of this Agreement. 

12. Limitation of Liability  
12.1. To the maximum extent permitted by law, Aurum is not liable for any indirect, incidental, or 

consequential losses or damages (including loss of profits, revenue, goodwill, or data), except 
where such exclusion is prohibited under the Consumer Guarantees Act 1993 or other applicable law. 

12.2. Aurum’s total aggregate liability for any direct loss or damage arising under or in connection with this 
Agreement (including under clause 10) is limited to an amount equal to the total Fees paid by you for 
the provision of Services under this Agreement, the event giving rise to the liability. 

12.3. Nothing in this Agreement limits or excludes your rights under the Consumer Guarantees Act 1993, 
nor does it exclude any liability that cannot lawfully be excluded under New Zealand law. Aurum 
provides its Services with reasonable care and skill and will address any Service failures promptly 
and appropriately. 
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12.4. The Parties acknowledge that the limitations and exclusions contained in this clause 12 reflect a fair 
and reasonable allocation of risk and are intended to be enforceable to the fullest extent permitted 
by law. 

13. General Provisions 
13.1. Aurum is responsible only for Services provided directly by Aurum. Aurum are not liable for the quality 

or outcomes of, or costs charged by, Third-Party Services or external referrals made by Aurum to 
other providers. 

13.2. Aurum manages Client data per the Privacy Act 2020 and complies with the Health Information 
Privacy Code 2020. See Aurum’s Client Privacy and Data Care Policy for details. 

13.3. The Parties will each ensure they comply with their obligations under the Health and Safety at Work 
Act 2015 (HSWA) and all other relevant health and safety laws. You may request a copy of Aurum’s 
Health and Safety at Work policy.  

13.4. All intellectual property produced by Aurum remains Aurum’s exclusive property. Examples of 
intellectual property includes (but is not limited to): 

13.4.1. Clinical content and resources such as care plan layouts, health frameworks, 
programmes and wellness guides, etc. 

13.4.2. Digital materials such as videos, website content, etc.  
13.4.3. Branded assets such as collateral, promotional materials, etc.  
13.4.4. Operational tools such as client management systems, proprietary workflows and 

scheduling systems, etc. 
13.4.5. For the avoidance of doubt, your personal health data, medical records and consultation 

notes are protected under the Privacy Act 2020 and Health Information Privacy Code 
2020. These belong to You and not Aurum.  

13.5. A failure to exercise, or a delay in exercising, any right under this agreement will not operate as a 
waiver of that right. Any such waiver will not constitute a waiver of any subsequent or continuing 
right or of any other provision in this Agreement.  

13.6. If any provision of this Agreement is found by a court or other competent authority to be void or 
unenforceable, such provision will be deemed to be deleted from this Agreement, and the remaining 
provisions of this Agreement will continue in full force and effect.  

13.7. This Agreement is governed by New Zealand law, and disputes are subject to the exclusive 
jurisdiction of the New Zealand Courts. 

13.8. This Agreement may be signed electronically, and electronic signatures shall be deemed equivalent 
to handwritten signatures for validity and enforceability. 

14. Client Acknowledgment  
14.1. By signing below, You confirm that You: 

14.1.1. Have read and understood this Agreement. 
14.1.2. Have received, read, and accepted the Incorporated Policies, specifically: 

• Client Privacy and Data Care Policy 
• Scope of Care Policy 
• Fees and Cancellation Policy 

14.1.3. Agree to comply with Aurum’s policies and standards, available to You on request from 
your Relationship Manager. 
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14.1.4. Acknowledge Aurum’s service limitations, specifically that Aurum Health is not able to 
provide emergency care. 

 
Client Signature    For and on behalf of Aurum Health Limited: 

 
 

Ian Hartley-Dade 
Ian Hartley-Dade 
Managing Director
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Schedule One: Client Specific Details 
 

Client 

 

Email Address 

 

Commencement Date 

 

End Date 

 
 
 

Direct Debit Fee 
Payment 

$ 

Direct Debit Frequency 

 

Total Fee $ 

Current Incorporated 
Policies 

• Client Privacy and Data Care Policy: Details our approach to 
stewardship of your data. 

• Scope of Care Policy: Defines service parameters. 
• Fees and Cancellation Policy: Outlines fees and cancellation terms. 
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