	Team Member
	Roles
	Initial tasks/responsibilities
	Ongoing responsibilities

	Owner/Practice manager


	· To demonstrate to the practice team and to clients a deep commitment to providing an increased number of pets with optimal veterinary care 

	· Design plans, training program and marketing materials
· Train team, get input, integrate plan improvement suggestions

· Set enrollment goals and track program success

· Handle specific administrative situations

· Obtain client feedback 

· “Walk the talk” at all times
	· Track KPIs (key performance indicators) and overall program success
· Manage incentive program

· Provide ongoing training where needed
· Share client feedback with the team
· Share success stories with team

· Maintain a long-term marketing strategy



	Associate veterinarians


	· To demonstrate to the practice team and to clients a deep commitment to providing an increased number of pets with optimal veterinary care 


	· Know all plan components
· Educate clients and recommend enrollment

· Use tools such as pet health report cards and pet health libraries to educate

· Examine pets and provide all necessary care

	· Recommend highest level of care at all times 

· Increase usage of non-preventive-care services

· Share success stories with team and other clients
· Build veterinarian-pet owner partnerships and increase loyalty

	Receptionists/Customer service representatives


	· To be enthusiastic plan proponents who introduce and educate clients on plan services and value

	· Know all plan components including pricing
· Act as first point of contact via phone or in person

· Provide clients with additional information sources

· Conduct enrollment process

· Schedule appointments

· Highlight savings

· Remind clients of upcoming appointments
	· Continue performing initial responsibilities and improving client communication skills

	Technicians/Assistants


	· To be enthusiastic plan proponents who not only educate clients on plan services and value but also obtain clients’ enrollment commitment 
	· Know all plan components, including pricing

· Act as second point of contact, usually in exam room
· Communicate follow-up schedule to receptionist

· Conduct client callbacks to ensure plan services are redeemed
	· Continue performing initial responsibilities and improving client communication skills

· Encourage ancillary services

· Share success stories with rest of team

	Kennel attendants


	· To increase awareness of plans among owners of boarded pets
	· Know basic plan components
· Refer interested clients to receptionists or technicians for more information

· Check medical records of boarded pets on preventive healthcare plans for any services due
	· Continue performing initial responsibilities and improving client communication skills


Preventive care plans: Team responsibilities
Each team member plays an important role in getting veterinary clients on board with preventive care plans. In order to succeed, it’s essential that all employees are aware of their responsibilities. As responsibilities vary among practices, use this example and modify it to fit your particular practice situation.
