Preventive care plans: Client communication scenario protocols
Clear communication is the key to creating client interest in wellness plans for pets. Use a flow chart like the one below to guide interactions and ensure all the most important points on preventive care packages are covered with clients. While this sample doesn’t cover every possible conversation that can occur, the communication expectations and processes can easily be adapted to other situations.
For example, communication flow charts could be made for the following scenarios:
> Current nonparticipating clients (by phone or in person)
> New nonparticipating clients (by phone or in person)
> When participating clients redeem service
> When participating clients renew plan
> When participating clients upgrade plan
Current Client Phone Protocol (Sample)
[image: image1.png]« Client receives reminder from practice that pet is due for wellness services/vaccines
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*Receptionist schedules appointment and asks client if he or she has heard about their new
preventive care plans
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* Receptionist provides client with details and benefits of plans as well as any specific
savings included
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«Client expresses interest in learning more about the plans
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*Receptionist gives website information and offers to mail or email a brochure as well as
informs client that he or she can sign up during the appointment and services will be
covered under plan )
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*Receptionist notes client's interest level in appointment schedule and emails/mails
information to client
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