PRACTICE 5SS

Quick fixes that

until they're done with follow-up care.
By Linda Wasche

1. The appointment 4
= Avold placing callers on
hold for long periods of time.
Instead, offer to call them badk

ar Set up an e-mail appoint-
mank systedm.

= Confirm appointments by
phone, e-meil, or letter with helpful messagss such as,
"We will expect Flufty on Friday, Remember, we're doing
a camplels wellnews check so pleasa set aside one hour
for the appaintmeant.”
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2. The visit

= Use clignts’ nameas and the names of their pets.

= If cients must wait, provide coffee, water, aned othar
amanities in the recaplion area.

= Give clients somatheng to da. Let them
bnsh their dog, amuse their cal with
bonys, o lip their Bunm's nasks.

s Became aninformation source.
Provede linerature and acoess to oG0S
ard DT inoyour wailing arcs.

= Ba particular about the prac-
tice's appearance. Make sure all
areas ook snd emell clean.

= Offer all staff mermbers training on
commiunacation skills end good becsicks

mannern The doctar who kisted ry sck cat on
tha forehead now treats iy three cats and four
rabitits, &5 wall &s many of my nefghbors® pets,
= Make the visit convenient lfor elients. Cffer curbsida
assmtanca for clients with misliple pets. Develop a network
of wisiting specialists so clients don't have to drive far,
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boost client satisfaction

Keep your clients happy—from when they make an appointment

ow aften do you hear, “You should sae the great job D, Jones did on nvy cat’s neuter™ or * This is thea bast
rernowal af a foreign body in a beagla that I've aver seen”? Prabably never. Whils a veternarian may possess
autstandmg technical skill, clients often can't 1all.
They can tell how they'ne treated, And 85 more pel canens vew thair animals as Family mambers, sarice ex-
pectations ane nsing. You can boost ciient satisfaction at your practice with 1hede cuick foes,

3. Follow-up

= Provida clear, typed discharge
instructions. Avcid jargon and
tarmns that chents wan't u-
derstand. Ba asplicit
abcut medication, spa-
cial diets, andd ciher cans,

= Call to zee how the pet =
daing afler reatment.

= Call or send & cand ar Tlowers to clisnts whose
pais have died.

4. Client value

= Look for ways to add value to the chents axpariance.

= Add ralaied services. Bathing,
qranmirg, nuiriticnal counsaling,
vepllness and praventive care, and
Eehavicr training can all be dane
vith limitad spece.

= Educate clients and dizcuss
new servicas throuch e-neawsslet-
ters, booklats, and bullatins.

= SPCnEar SaMInars, Work-
shops, and other events tallored ta
paticular groups, such as seniors
with cats, first-time bunny caners, or
clints with geratric pets

= Raward cwnars who take good cane of their pets with
unexpected parks and gits,
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