Phone shopper script (non-client):

Caller: “How much is it to get my cat neutered?”

Receptionist: “I can help you with that. Let me get a little more information about your pet to get you the most-accurate estimate.”

Caller: “Um, OK.”

Receptionist: “What is your cat’s name?”

Caller: “His name is Tiger.”

Receptionist: “That’s a great name for a cat! How old is Tiger?”  

Caller: “He’s about a year or so. I really don’t know because we found him as a stray.”

Receptionist: “Is he a current patient of ours or would he be a new patient?”

Caller: “He hasn’t been to a vet yet. I just want to know how much you charge for a neuter.”

Receptionist: “Since Tiger would be a new patient for us, we would need to see him beforehand for a presurgical exam, mainly to be sure he is healthy enough for the surgery, but also to establish you as a client here.”

Caller: “Um, how much is that?”

Receptionist: “The presurgical exam is $49. We also require all pets undergoing anesthesia to have presurgical blood work.”

Caller: “I bet that’s expensive. What is that for?”

Receptionist: “The blood work will tell the doctor how well Tiger’s body is working on the inside. It will screen for possible signs of infection and anemia. It will also let us know if the liver and kidneys are functioning properly. That’s really important because they are the two organs that will be metabolizing the anesthesia.”

Caller: “Now how much is all this going to cost me to get this stray cat neutered?”

Receptionist: “Well, surgical estimates are very individualized. Would it be possible to get your contact information and pass it along to one of our surgery techs to work up a cost for you?”

Caller: “Why can’t you just give me an amount?”

Receptionist: “I can give you just the standard fee that is in our computer, but fees can vary from pet to pet. Our surgical technician can get a more accurate estimate based on Tiger’s exact needs.”  

Caller: “Well, I guess. Can they just call me?”

Receptionist: “Sure! What is your name and what is the best number to reach you?”

Caller: “My name is Mary and you can usually get me on my cell, 555-938-3382. If I’m not there, you can just leave a message.”

Receptionist: “Thank you for calling Mary. I’ll leave a message for one of our technicians to call you with that estimate. If you’d like, I can also mail out the itemized estimate, along with some information about our hospital, pet salon, and pet hotel.” 

Caller: “Yeah, that’s a good idea. Then I can review the estimate with my husband and make a decision.  I’m not going to get a bunch of junk mail if I give you my address, am I?”

Receptionist: “Your personal information is confidential. We do not share or distribute addresses or email information with any third parties.”

Caller: “OK, that’s good.  I get enough junk mail already. The address is 3404 Cherry Blossom Lane.”

Receptionist: “Thanks again for inquiring about our clinic Mary. You can expect a call from one of our technicians later this afternoon and an information packet in the mail within a few days. If you do decide to schedule Tiger with us, we will deduct $15 off his initial exam fee.”

Caller: “Wow, really? That’s great. I’ll wait for the call. What was your name again?”

Receptionist: “My name is Jennifer. If you have any additional questions please call and ask for me.”

Caller: “Thank you for your time Jennifer. You’ve been very helpful.”  
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