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DOs & DON'Ts to guide your approach

Whether it's a client you've had for years or a few hours, it will be a
whole new experience as everyone adjusts in order to keep providing
the care pets need. A few simple things your team does (or not!) can
make every visit exceptional, each step of the way.
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CareCredit worked in conjunction with Brian Conrad, CVPM. Brian is the practice manager at Meadow Hills Veterinary Center in Kennewick, Washington,
and past president of the Veterinary Hospital Managers Association. The content is subject to change without notice and offered for informational use only.
You are urged to consult with your individual advisors with respect to any information presented.



Before The Client & Pet Arrive
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Before The Client & Pet Arrive

DO

COMMUNICATE & EDUCATE!

Tell clients how the new visit experience
works so they're prepared.

- Do they call or text when they arrive?
 Are masks required?
- Will they go inside?

- Wait or leave?

- How does payment work?
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Before The Client & Pet Arrive

“WINGIT.

Make a plan,
work it and
adjust if needed.
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When They Arrive

DO

MAKE IT EASY, CONVENIENT
AND COMFORTABLE.

- Through phone calls or texting, answer
the client as quickly as possible.

coming to get their pet and how long
they should expect to wait.

 Provide a small bottle of hand sanitizer
to support safety.

]o « Tell them which team member will be

- If they’re not allowed inside, assure
them their pet will be well cared for.
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When They Arrive

DON'T

BLIND SIDETHEM
WITH THE FEE.

Be sure to fully describe
recommendations and
estimated costs, along with
budget-friendly payment
options like CareCredit.

d BeforeThe Client 4 / i‘ %328 InThe Exam // Wrapping Up
" Y &PetArrive 8 ALY, _ %7 Room The Visit



InThe Exam Room

DO

INCLUDE CLIENTS
IN SOME WAY.

(A“DO”WORTH REPEATING.)

- Let clients participate in the exam
through Facetime, Zoom, two-way
video chat or even on speaker.

- Help them feel as connected to
the experience as possible.
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InThe Exam Room

DON'T

UNDERESTIMATE

the importance of reinforcing
the value of your care.
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Wrapping Up The Visit

DO
RETURN THE PET WITH CARE.

- Go over the treatment plan again
on the phone or when you bring
the pet out to the car.

- Describe what happened inside and
now their pet did during the visit.

- Provide a list of services and conveniences
you offer, such as online pharmacy, food
delivery, telehealth and online or mobile
payment, including paying with their
CareCredit credit card.
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Wrapping Up The Visit

DON'T
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