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A Warm Welcome to Our Practice! 

Thank you for choosing London Trusted Therapy Harley Street. 

Starting therapy - or returning to it - takes courage. Whatever has brought you 
here, we want you to know that you are in good hands. 

We established this practice with a clear vision: to create a space where clinical 
excellence meets genuine human warmth. We believe that great therapy happens 
when you feel truly seen, heard, and supported - not just by your therapist, but by 
every aspect of your experience with us. 

Our team includes experienced therapists, psychologists, and coaches who work 
across individual therapy, couples counselling, ADHD and autism assessments, 
and corporate mental health programs. We are located at Pinero House, 115A 
Harley Street - a building with its own history of care and transformation, 
previously owned by pioneering speech and language therapist Valerie Savage. 

We are proud of our innovative approach. We collaborate with research institutions 
like the Nagoya University, Vibrotactile Lab in Tokyo and Cognitome Centre in 
Dubai and we integrate modern assessment technologies like QbTest for objective 
ADHD evaluations. But innovation never comes at the expense of the human 
connection that makes therapy work. 
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We are committed to diversity, cultural competence, and holistic care that honours 
who you are in all your complexity. Your therapist brings their expertise and 
experience; you bring your story, your strengths, and your capacity for growth. 
Together, that’s where transformation happens. 

This handbook answers the practical questions you might have about working 
with us. But if something is not covered here, or if you are ever unsure about 
anything, please just ask. We are here to support you. 

We are genuinely glad you are here! 

Dr Olena Edwards-Skadowska​
Founder & CEO​
London Trusted Therapy Harley Street 
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This handbook is organized to help you quickly find the information you need: 

Getting Started 

How to book your first appointment, what to expect and how to prepare 

Appointments & Scheduling 

Booking, cancellations, rescheduling and attendance policies 

Fees & Payment 

Understanding our fees, payment methods, insurance coordination and billing 

What to Expect in Therapy 

The therapeutic process, confidentiality, session structure and between-session 
support 

Our Approach & Values 

What makes London Trusted Therapy different, our commitment to diversity and 
our clinical philosophy 
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Your Rights & Responsibilities 

Your rights as a client, feedback and complaints procedures and professional 
standards 

Practical Information 

Location, facilities, accessibility, parking and contact details 

Specialized Services 

ADHD/ASD assessments, couples therapy, corporate programs and assessment 
technologies 

Support Between Sessions 

Crisis support, emergency contacts and resources for difficult times 

Questions & Concerns 

What to do when you have questions, concerns or need additional support 

 

Frequently Asked Questions 

Getting Started 

Q: How do I book my first appointment? 

The easiest way to book is to contact our practice team 
at mycare@londontrustedtherapy.com. 

Let us know: 

●​ What kind of support you are looking for (individual therapy, couples 
counselling, assessment, etc.) 

●​ Any preferences you have (therapist gender, approach, availability) 
●​ Whether you are using insurance or paying privately 
●​ Any questions or concerns you'd like to discuss 

We will get back to you promptly to match you with the right therapist and 
arrange your first appointment. 
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Q: What happens in the first session? 

Your first session is about getting to know each other and understanding what 
you are hoping to achieve. 

Your therapist will: 

●​ Ask about what has brought you to therapy 
●​ Explore your background and current situation 
●​ Discuss what you are hoping to get from therapy 
●​ Explain their approach and how they work 
●​ Answer any questions you have 
●​ Discuss practical matters like frequency and duration of sessions 

You will also discuss: 

●​ Confidentiality and its limits 
●​ What happens in emergencies 
●​ How you will work together 

There is no pressure to share more than you are comfortable with. This session is 
as much about you getting a sense of your therapist as it is about them getting to 
know you. 

Q: What if I don't feel the therapist is right for me? 

The therapeutic relationship is crucial to good outcomes. If you do not feel a 
connection with your therapist after your first session (or at any point), please let 
us know. 

We won’t be offended, and your therapist won't be either - this is a normal part of 
the process. We will help you find a different therapist within our practice who 
might be a better fit. 

Q: How do I prepare for my first session? 

There is no special preparation needed. Just come as you are. 

Some people find it helpful to think about: 

●​ What has prompted you to seek therapy now 
●​ What you are hoping will change or improve 
●​ Any questions you want to ask 
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But if you arrive without having thought about any of this, that is absolutely fine 
too. Your therapist will guide the conversation. 

Q: Can I bring someone with me to my first appointment? 

For individual therapy, sessions are typically one-on-one. However, if you are very 
anxious or have specific needs, please discuss this with us when booking. 

For couples therapy, both partners should attend together. 

 

Appointments & Scheduling 

Q: How do I book ongoing appointments? 

Once you are working with a therapist, you will typically schedule your next 
appointment at the end of each session. You can also contact our practice team 
at mycare@londontrustedtherapy.com to schedule or adjust appointments. 

Q: What is your cancellation policy? 

We require 48 hours' notice for cancellations or rescheduling which is standard in 
therapy practice. 

If you cancel with less than 48 hours' notice, you will be charged the full session 
fee. This policy exists because: 

●​ Your therapist has reserved that time specifically for you 
●​ Late cancellations prevent other clients from accessing that appointment 

slot 
●​ It maintains the therapeutic frame and commitment to your process 

We understand that genuine emergencies happen. If you have an emergency, 
please let us know and we'll discuss the situation with your therapist. 

 

Q: How do I cancel or reschedule an appointment? 

Contact our practice team at mycare@londontrustedtherapy.com as soon as you 
know you need to make a change. 
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Please do not contact your therapist directly about scheduling changes - all 
appointment coordination goes through our practice team to ensure everything is 
managed smoothly and professionally. 

Q: What happens if I'm running late? 

Please let us know if you are running late by contacting our practice team: 

Pinero House Reception: 0207 9350716 

Mobile/WhatsApp: 07425 760162. Landline: 0207 126 8545​
Email: mycare@londontrustedtherapy.com 

If you arrive late, your session will end at the scheduled time - we cannot extend 
into the next client's slot. You will still be charged for the full session. 

Q: What if I miss a session without notice? 

Missed sessions without notice are charged in full. We understand that life 
happens, but please help us help you by communicating when you cannot make 
it. 

If there are ongoing difficulties with attendance, let's talk about what is getting in 
the way. Sometimes attendance issues are part of what we need to explore in 
therapy. 

Q: How often should I come to therapy? 

This depends on your needs, goals, and what your therapist recommends. 
Common patterns include: 

●​ Weekly: Most common for active therapeutic work 
●​ Fortnightly: For maintenance, ongoing support, or specific circumstances 
●​ More frequent: Sometimes recommended for intensive work or crisis 

support 
●​ Less frequent: As therapy progresses and you need less regular support 

You and your therapist will discuss what makes sense for your situation, and this 
can be adjusted as your needs change. 
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Fees & Payment 

Q: When do I pay? 

We automatically bill clients 48 hours before each scheduled session. This 
advance billing helps maintain the professional frame and ensures smooth 
administration. 

Q: What payment methods do you accept? 

We accept: 

●​ Card payments (credit/debit) 
●​ Direct debit 
●​ Insurance cover (where applicable - see below) 

Q: Do you work with insurance companies? 

Yes, we work with many private medical insurance providers including Helix, WPA, 
BUPA Global, Cigna, and others. 

Important: 

●​ Please check your insurance coverage before starting therapy 
●​ You are responsible for understanding your policy limits and obtaining 

necessary authorizations 
●​ We will submit claims and reports on your behalf, but coverage is between 

you and your insurer 
●​ If your insurance coverage ends or is denied, you become responsible for 

payment 

We will support you with insurance coordination, but ultimately the financial 
responsibility rests with you as the client. 

Q: What happens if my insurance runs out mid-treatment? 

If your insurance coverage ends during treatment, we will: 

●​ Notify you as soon as we are aware 
●​ Not book sessions beyond confirmed coverage without your explicit 

agreement 
●​ Submit extension requests where clinically appropriate 
●​ Discuss options for continuing therapy privately if you wish 

We will never leave you stranded, but we also cannot continue providing 
sessions without confirmed payment arrangements. 
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Q: Can I get a reduced fee? 

Our fees are set to reflect our costs and the quality of service we provide. We do 
not typically offer reduced fees, as we need to sustain our practice and fairly 
compensate our practitioners. 

However, if financial hardship is preventing you from accessing support, please 
speak with us. We may be able to suggest alternatives or discuss options. 

Q: What if I have a billing question or concern? 

Please contact Jonathan at  accounts@londontrustedtherapy.com with any 
billing queries. We are committed to transparent, fair billing and will resolve any 
concerns promptly. 

 

What to Expect in Therapy 

Q: Is what I say in therapy confidential? 

Yes, with important exceptions. 

Confidentiality means: 

●​ What you discuss stays between you and your therapist 
●​ Your therapist will not share information with family, friends, or others 

without your explicit consent 
●​ Session notes are kept securely and privately 

The exceptions are: 

●​ Risk of serious harm: If your therapist believes you or someone else is at 
serious risk of harm, they have a duty to take action to prevent that harm 

●​ Child protection: If there are concerns about a child's safety, your therapist 
must report this 

●​ Legal requirements: In rare cases, courts can compel therapists to share 
information 

●​ Clinical supervision: Your therapist discusses their work in confidential 
supervision to maintain quality of care - but you will not be identified by 
name 

Your therapist will explain confidentiality and its limits in your first session. 

Q: What happens if I'm in crisis between sessions? 
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If you are in immediate danger or experiencing a mental health crisis: 

Call 999 for emergency services​
Call 111 for urgent NHS mental health support​
Call Samaritans: 116 123 (24/7)​
Text SHOUT: 85258 (24/7 crisis text line) 

Your therapist can provide support within session times, but therapy is not an 
emergency service. Please have emergency numbers readily available. 

If you are struggling but not in crisis, you can: 

●​ Use the coping strategies you have discussed with your therapist 
●​ Contact your GP 
●​ Reach out to trusted support people in your life 
●​ Wait for your next scheduled session, or contact us to request an additional 

appointment if possible 

Q: Can I contact my therapist between sessions? 

This depends on your therapist's approach and should be discussed in your early 
sessions. 

Generally: 

●​ Brief, logistical communication (cancellations, scheduling) goes 
through mycare@londontrustedtherapy.com 

●​ Some therapists may offer limited email support for therapy-related matters 
●​ Therapists are not available for crisis support between sessions 
●​ Therapy primarily happens in the session room, not via ongoing 

communication 

Your therapist will be clear about their boundaries and availability. 

Q: How long will I be in therapy? 

This varies enormously depending on: 

●​ What you're working on 
●​ Your goals 
●​ Your preferences 
●​ Your therapist's approach 

Some people come for: 

●​ Brief work: 6-12 sessions for specific issues 
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●​ Medium-term therapy: 3-12 months for more complex work 
●​ Long-term therapy: A year or more for deep, transformative work 
●​ Ongoing support: Irregular or maintenance sessions over longer periods 

You and your therapist will discuss what makes sense for your situation, and you're 
always free to end therapy when it feels right for you. 

Q: How will I know if therapy is working? 

Good question. Signs that therapy is working might include: 

●​ Feeling more able to cope with challenges 
●​ Noticing shifts in how you think or feel about things 
●​ Developing new skills or perspectives 
●​ Feeling more connected to yourself and others 
●​ Making changes you have been wanting to make 
●​ Simply feeling that something is different 

Progress is not always linear - sometimes things feel harder before they feel better. 
Your therapist will check in regularly about how therapy is feeling for you. 

Q: What if I want to stop therapy? 

You are free to end therapy any time – it is your choice and you are in control. We 
ask that you give two weeks' notice so we can close the therapeutic relationship 
properly. 

We would encourage you to: 

●​ Discuss your feelings with your therapist first 
●​ Have a final session to close properly 
●​ Reflect on what's prompting you to stop 

Sometimes the urge to quit is actually part of what needs to be explored in 
therapy. Other times, it is absolutely the right decision. Either way, talking it 
through is valuable, and the two weeks' notice period allows time for that 
important conversation. 

 

Our Approach & Values 

Q: What makes London Trusted Therapy different? 

We combine: 
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●​ Clinical excellence: Highly experienced, well-supervised practitioners 
●​ Genuine warmth: Professional care that feels human, not corporate 
●​ Innovation: Research collaborations and modern assessment technologies 
●​ Diversity: Cultural competence and respect for all identities and experiences 
●​ Holistic care: Treating the whole person, not just symptoms 

We are committed to making therapy feel both rigorous and safe - professionally 
excellent and deeply human. 

Q: What therapeutic approaches do your therapists use? 

We have one of the most experienced therapy teams in London, trained in 
modern, evidence-based approaches. Our practitioners regularly attend 
conferences and CPD events to stay at the forefront of therapeutic practice. 

Some examples of approaches used by our team include: 

●​ CBT (Cognitive Behavioral Therapy) 
●​ Psychodynamic therapy 
●​ EMDR (Eye Movement Desensitization and Reprocessing) 
●​ Integrative and humanistic approaches 
●​ Family and systemic therapy 
●​ Attachment-focused work 

Your therapist will explain their specific approach and how it applies to your needs. 

To learn more about our approaches and team expertise, visit: 
www.londontrustedtherapy.com 

Q: Do you work with diverse communities? 

Absolutely. We are committed to culturally competent care that respects and 
celebrates diversity. 

We work with people of all: 

●​ Ethnic and cultural backgrounds 
●​ Sexual orientations and gender identities 
●​ Faiths and belief systems 
●​ Ages and life stages 
●​ Abilities and neurotypes 

If you have specific needs or concerns about finding a therapist who understands 
your experience, please discuss this with us when booking. 

Q: What about neurodivergent clients? 
 

                                                        
London Trusted Therapy Harley Street 
85 Great Portland Street London W1W 7LT Company Registered in England. Company no 14859705 

http://www.londontrustedtherapy.com


 
Our founder is neurodivergent, as are some of our coaches and therapists. We 
really get it - not just clinically, but from lived experience. 

We have particular expertise in supporting neurodivergent individuals, including: 

●​ ADHD assessment and support 
●​ Autism spectrum assessment (including ADOS-2) 
●​ Therapy approaches that honour neurodivergent experience 
●​ Understanding of sensory needs and communication preferences 

We are committed to neurodiversity-affirming practice, and that commitment 
comes from genuine understanding, not just training. 

 

Your Rights & Responsibilities 

Q: What are my rights as a client? 

You have the right to: 

●​ Respectful treatment free from discrimination 
●​ Confidentiality within the limits explained above 
●​ Informed consent - understanding what therapy involves before you 

commit 
●​ Professional standards - your therapist is bound by their professional body's 

ethical code 
●​ Complain if you're unhappy with any aspect of our service 
●​ Access your records (within legal and ethical guidelines) 
●​ End therapy at any time, provided you give two weeks' notice 

 

Q: What if I'm unhappy with my therapist or the service? 

We want to know if something is not right. Please do not suffer in silence. 

For concerns about your therapist: 

●​ Consider raising it directly with them first, if you feel able 
●​ Contact our Practice Director (Dr Olena Edwards-Skadowska) at 

olena@londontrustedtherapy.com to discuss confidentially 
●​ We will investigate promptly and work to resolve the issue 

For concerns about administrative or practice matters: 
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●​ Contact our Practice Admin Sofi Rozenberh directly at 

practiceadmin@londontrustedtherapy.com  
●​ Your feedback helps us improve 

Q: What if the issue isn't resolved? 

You have the right to: 

●​ Complain to your therapist's professional body (BACP, HCPC, UKCP, etc.) 

Your therapist will provide you with information about their professional body and 
how to contact them. 

Q: What are my responsibilities as a client? 

We ask that you: 

●​ Attend sessions you have booked, or give adequate notice for cancellations 
●​ Pay on time according to agreed arrangements 
●​ Communicate openly with your therapist about what is working and what 

isn't 
●​ Respect boundaries - your therapist's time, professional role, and the 

therapeutic frame 
●​ Be honest - therapy works best when you can be genuine about your 

experience 
●​ Take what works - therapy offers tools and insights, but you decide what to 

do with them 

Q: What professional standards do your therapists follow? 

All our practitioners are: 

●​ Registered with appropriate professional bodies (BACP, HCPC, UKCP, COSRT 
etc.) 

●​ Bound by professional ethical codes 
●​ In regular clinical supervision 
●​ Committed to ongoing professional development 
●​ Insured and legally compliant 

You can ask your therapist about their qualifications, registration, and approach at 
any time. 
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Practical Information 

Q: Where are you located? 

London Trusted Therapy Harley Street​
Pinero House​
115A Harley Street​
London​
W1G 6AT 

We are in the heart of London's medical district, easily accessible by public 
transport. 

Q: How do I get there? 

Nearest tube stations: 

●​ Regent's Park (Bakerloo Line) – 5-minute walk 
●​ Great Portland Street (Circle, Hammersmith & City, Metropolitan Lines) – 

7-minute walk 
●​ Oxford Circus (Central, Victoria, Bakerloo Lines) – 10-minute walk 

Buses: Multiple bus routes serve Harley Street and the surrounding area. 

Parking: Limited on-street parking is available (metered). Nearest car parks: 
Q-Park Harley Street and Q-Park Oxford Street – both 10-minute walks away 

Q: Is your building accessible? 

Please contact us to discuss specific access needs. 

Q: What should I expect when I arrive? 

●​ Check in with reception when you arrive 
●​ There is a comfortable waiting area where you can sit before your 

appointment 
●​ Your therapist will come to collect you at your appointment time 
●​ Therapy rooms are private and comfortable 

Q: What facilities are available? 

●​ Comfortable, spacious, beautifully appointed, confidential therapy rooms 
●​ Waiting area 
●​ Restrooms 
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Q: Who do I contact for general enquiries? 

Practice Team: mycare@londontrustedtherapy.com​
Billing Queries: accounts@londontrustedtherapy.com​
Practice Director (Complaints/Concerns): Olena 
via mycare@londontrustedtherapy.com 

 

Specialized Services 

Q: Do you offer ADHD and autism assessments? 

Yes. We provide comprehensive assessments for: 

●​ ADHD (using QbTest technology for objective measurement alongside 
clinical assessment) 

●​ Autism Spectrum Disorder (including ADOS-2 diagnostic assessment) 

These assessments are thorough, compassionate, and conducted by experienced 
practitioners with specialized training. 

Q: What is QbTest? 

QbTest is an FDA-cleared, objective test for ADHD that measures attention, 
impulsivity, and activity. It provides additional data to support clinical assessment 
and diagnosis. 

This technology helps ensure accurate, comprehensive ADHD evaluation. 

Q: Do you offer couples therapy? 

Yes. We work with couples at all stages - those facing specific challenges, those 
wanting to strengthen their relationship, and those considering separation. 

Both partners should attend sessions together unless otherwise arranged with 
your therapist. 

Q: Do you work with organizations? 

Yes. We offer: 

●​ Corporate mental health and wellbeing programs 
●​ Employee support services 
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●​ Organizational consultancy 
●​ Training and workshops 

For corporate enquiries, please contact us 
at practiceadmin@londontrustedtherapy.com  

Q: Are you involved in research? 

Yes. We believe in evidence-based practice and contributing to the field. We have 
research collaborations with institutions including the Nagoya University. 

If you are interested in participating in research, we will always provide full 
information and ensure your participation is entirely voluntary. 

 

Support Between Sessions 

Q: What should I do if I'm struggling between sessions? 

In a crisis or emergency: 

●​ Call 999 for immediate danger 
●​ Call 111 for urgent mental health support 
●​ Samaritans: 116 123 (24/7) 
●​ SHOUT Crisis Text Line: Text SHOUT to 85258 
●​ Mind Infoline: 0300 123 3393 
●​ Papyrus (under 35s): 0800 068 4141 

If you are struggling but not in crisis: 

●​ Use coping strategies discussed with your therapist 
●​ Contact your GP 
●​ Reach out to trusted people in your life 
●​ Consider what you need to stay safe until your next session 
●​ Contact us if you need an additional appointment 

Q: Can I call my therapist in a crisis? 

Therapists are not available for crisis support outside of sessions. Therapy is not an 
emergency service. 

Please use the emergency numbers above if you are in crisis. 

Q: What if I'm concerned about someone else? 
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If you are worried about someone else's safety: 

●​ Encourage them to seek help (GP, crisis services, etc.) 
●​ If they are in immediate danger, call 999 
●​ If it is a child at risk, contact NSPCC: 0808 800 5000 
●​ If it relates to your therapy, discuss with your therapist in session 

 

Questions & Concerns 

Q: I have a question which has not been answered here - what should I do? 

Please reach out: 

General enquiries: mycare@londontrustedtherapy.com​
Booking and scheduling: mycare@londontrustedtherapy.com​
Billing questions: accounts@londontrustedtherapy.com​
Concerns or feedback: Jonathan accounts@londontrustedtherapy.com  

We want you to feel informed and supported, so never hesitate to ask. 

Q: Can I provide feedback about my experience? 

Yes, please! We genuinely want to hear from you - both what is working well and 
what could be better. 

You can: 

●​ Speak directly with your therapist 
●​ Contact our Practice Director, Dr Olena Edwards-Skadowska 
●​ Provide written feedback to practiceadmin@londontrustedtherapy.com  

Your feedback helps us improve and ensures we are meeting your needs. 

 

Final Thoughts 
Therapy is a brave undertaking. It asks you to be vulnerable, to examine difficult 
things, and to invest in your own growth and healing. That takes courage, and we 
honour that. 
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We are here to support you - professionally, compassionately, and with genuine 
commitment to your wellbeing. 

If you have questions, concerns, or simply need something clarified, please ask. 
Communication is central to good therapy, and that includes communication with 
us as a practice. 

Thank you for trusting us with your care. 

 

Document Version: 2.0​
Last Updated: January 2026​
Next Review: June 2026 

For the most current version of this handbook or any questions, please 
contact: mycare@londontrustedtherapy.com 
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