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[bookmark: _lk8d11b93b90]Receptionist Onboarding Guide - Caring Hands Veterinary Clinic
Welcome to Caring Hands Veterinary Clinic! We're thrilled to have you join our team. This guide will help you get acquainted with our clinic, team, and procedures, ensuring you feel confident and prepared to excel in your role as a Receptionist.
[bookmark: _kguwlrlrh1xm]Section 1: About Caring Hands
Caring Hands Veterinary Clinic is dedicated to providing compassionate and high-quality veterinary care to our community. Our mission is to foster the human-animal bond through exceptional service, client education, and a warm, welcoming environment. We believe in teamwork, open communication, and a passion for animal welfare.
[bookmark: _98bocmb54iow]Our Values
	Value
	Description

	Compassion
	We treat every pet and their owner with empathy and understanding.

	Excellence
	We strive for the highest standards in veterinary care and client service.

	Integrity
	We operate with honesty, transparency, and ethical practices.

	Teamwork
	We collaborate effectively to provide seamless and supportive care.


[bookmark: _bmlkmhv8gm4x]Our Team
	Role
	Name

	Lead Veterinarian
	Dr. Thomas

	Associate Veterinarian
	Dr. Barbara Cullen, Dr Danish

	Veterinary Technician
	Kayla Z, Brittany C, Mary B, 

	Veterinary Assistant 
	Gabrielle, Darrnell

	Receptionist
	Jessica , Rosie


[bookmark: _pge2d2p8ubi3]Section 2: Your Role as a Receptionist
As a Receptionist, you are the first point of contact for our clients, playing a vital role in creating a positive and welcoming experience. Your responsibilities include:

· Greeting clients and their pets with a warm and friendly demeanor.
· Answering phone calls and scheduling appointments.
· Managing client records and updating information.
· Processing payments and handling transactions.
· Maintaining a clean and organized reception area.
· Communicating effectively with the veterinary team.
[bookmark: _p7w6wtxnwthh]Section 3: Clinic Procedures
This section outlines important clinic procedures that you'll need to know:
[bookmark: _aiqd8zbxw6ge]Appointment Scheduling
	Scenario
	Procedure

	New client
	Obtain client and pet information, schedule based on availability and reason for visit.

	Existing client
	Verify client and pet information, schedule based on availability and reason for visit.

	Emergency
	Prioritize and notify the veterinary team immediately.


[bookmark: _rc47otwbmmi2]Phone Etiquette
· Answer the phone promptly and professionally.
· Identify the clinic and yourself.
· Speak clearly and politely.
· Handle inquiries efficiently and accurately.
[bookmark: _vye88trgycz]Payment Processing
We accept the following forms of payment:

· Cash - 
· Credit cards (Visa, Mastercard,We do not take American Express) via CDI with 3% surcharge to the client
During a refund Process the client will not be refunded for the 3% paid to towards the merchant services. 
· Checks- we do not accept check 
· Online payment - Sending link to the Pet owner via text message



[bookmark: _o15sgurqe1ma]Section 4: Clinic Resources
Here are some useful resources to help you succeed:

	Resource
	Location

	Employee handbook
	Doctors office/ online on our website

	Staff directory
	Office Room 

	Clinic website
	www.caringhandsvetclinic.com


[bookmark: _lnuegtv1bfap]
[bookmark: _cgzrnxdudi21]Section 5: First Day Checklist
· Complete all necessary paperwork.
a.Employee agreement form
b.Direct deposit form 
c.Confidentiality Agreement form 
d.W-4 form 
e.I-9 form ( employment eligibility form 

· Meet the team and tour the clinic.
· Review clinic procedures and resources.
· Shadow a senior receptionist.

We are excited to have you on board! If you have any questions, please don't hesitate to ask a member of our team.

[bookmark: _1i8s6ykyvhqn]Position Overview:

Position Overview:
Caring Hands Veterinary Clinic is seeking a friendly, organized, and compassionate Veterinary Receptionist to join our dedicated team. The ideal candidate will be the first point of contact for clients and play a vital role in creating a welcoming and professional environment. As a Veterinary Receptionist, you will be responsible for managing appointments, assisting clients, and ensuring smooth daily operations at the clinic.

Key Responsibilities:
1. Client Interaction:
· Greet clients warmly and provide excellent customer service.
· Answer phone calls, emails, and in-person inquiries in a professional manner.
· Address client concerns and provide accurate information about clinic services, policies, and procedures.
2. Appointment Scheduling:
· Schedule and confirm appointments for routine check-ups, surgeries, and other veterinary services.
· Manage the clinic’s appointment calendar efficiently to optimize workflow.
3. Administrative Duties:
· Maintain accurate client and patient records in the clinic’s software system.
· Process payments, issue invoices, and manage financial transactions.
· Ensure confidentiality and proper handling of sensitive client and pet information.
4. Clinic Operations Support:
· Assist in maintaining the reception area’s cleanliness and organization.
· Provide support to veterinarians and technicians by relaying messages and coordinating communication.
· Notify clients of appointment reminders, follow-ups, and vaccine schedules.
5. Emergency Response:
· Assist with intake and communication during emergency cases to ensure smooth and timely care.
· Coordinate with the veterinary team during high-pressure situations.

[bookmark: _p2jtcqxs74f6]Phone System Protocol
Phone System Protocol for Veterinary Receptionists at CHVC
To ensure excellent communication and client service, follow the outlined procedures for using the phone system and handling calls effectively:

[bookmark: _ghv2trkbhkwc]Using the Phone System:
1. Daily Login to Weave:
· Log into the Weave account on the computer closest to the phone each Guidelines for Handling Price Shopping Calls at CHC morning.
· Utilize Weave to:
· Identify caller status (existing client or new client).
· Access and respond to text messages from clients.
· Regularly monitor the platform to stay updated on client communications.
2. Voice Mail Management:
· Morning Check: Review all voicemail messages at the start of the day.
· Ongoing Checks: Periodically check voicemail throughout the day, especially when you notice the voicemail notification symbol on the phone.
· Prompt Responses:
· Respond to voicemail messages promptly, even if a solution is not immediately available.
· Reassure clients that their concerns are being addressed and provide a timeframe for follow-up when possible.
3. 	Ringer volume-Please keep the ringer Volume at a level where you can hear the phone ringing from a distance.  

[bookmark: _6pf7unf4kkld]Call Handling:
1. Answering Calls:
· Always aim to answer calls within the first three rings.
· If you are on a call and another line rings:
· Politely switch to the new call and say:
"Thank you for calling Caring Hands Veterinary Clinic. We’re assisting other customers at the moment. Someone will be with you shortly."
· Return to the first caller promptly after addressing the second line.
2. Greeting Clients:
· Be pleasant and professional in your tone.
· Introduce yourself by name when answering calls. For example:
· "Thank you for calling Caring Hands Veterinary Clinic, this is [Your Name]. How can I help you?"
3. Communicating with Clients:
· Respond to inquiries with clarity and empathy.
· If you do not have an immediate answer, reassure the client:
· "I understand your concern, and I’ll follow up with our team to find a solution for you. We’ll get back to you as soon as possible."

Notes for Success:
· Stay calm and courteous, even in challenging situations.
· Maintain professionalism and a client-focused attitude at all times.
· Utilize tools like Weave effectively to streamline communication and enhance client experience.
Would you like this formatted as a standalone guide or integrated into the job description?

[bookmark: _avvcz1xksn5e]Guidelines for Handling Price Shopping
Guidelines for Handling Price Shopping Calls at CHVC
When clients call to inquire about pricing, follow these steps to provide accurate and professional responses while maintaining the integrity of our services:

[bookmark: _y8fyjjbyjvvv]Handling Price Inquiries:
1. Provide Exam Costs:
· Share only the cost of the specific type of exam (e.g., routine wellness exam, recheck, etc.).
· Avoid quoting prices for treatments, procedures, or medications over the phone, as these vary based on the pet's needs.
2. Example:
· "The cost of a routine wellness exam is $XX. This allows our veterinarian to perform a thorough assessment of your pet and provide personalized recommendations."
3. If the Client Insists on Pricing:
· Politely explain that detailed pricing depends on the individual needs of the pet, which can only be determined after an exam.
· Take the following information:
· Client’s full name.
· Contact number.
· Pet’s name, species, breed, age, and weight.
· Reason for the inquiry (e.g., procedure or condition).
· Reassure the client:
· "Thank you for providing the details. I'll pass this information to one of our technicians, who will get back to you with a general estimate."
4. Follow-Up:
· Ensure the collected information is relayed promptly to the appropriate technician.
· Confirm with the technician when they will follow up with the client to provide a ballpark estimate.

[bookmark: _tbf1vo9r2gl5]Additional Notes:
· Empathy and Professionalism: Acknowledge the client’s concern about costs and emphasize our commitment to personalized care.
· Avoiding Miscommunication: Be clear that any estimates provided are approximate and subject to change based on the pet’s condition and needs.
Would you like this added to the phone system protocol or kept as a standalone guideline?

[bookmark: _x4iikpr4yyzm]Dress Code Policy
Dress Code Policy for CHVC Staff
To maintain a professional and consistent appearance, all staff members at Caring Hands Veterinary Clinic are required to adhere to the following dress code guidelines:

[bookmark: _josqdc9knqzc]Scrubs:
· Clean and Unwrinkled: Scrubs must be kept clean, free of stains, and neatly pressed to reflect professionalism.
· Appropriate Fit: Ensure scrubs fit properly to allow comfort and ease of movement while performing job duties.

[bookmark: _a3oplcbfxked]Name Tags:
· Mandatory: Name tags must be worn at all times during work hours for easy identification by clients and team members.
· Placement: Name tags should be clearly visible on the upper chest area.

[bookmark: _m532b9wirao4]Sweaters and Jackets:
· Permitted Outerwear: Light sweaters or jackets may be worn over scrubs as needed for comfort.
· Restrictions: Outerwear must be free of logos, company names, or any wording unrelated to CHVC. Solid colors are preferred for a professional appearance.

[bookmark: _izlonsyk27xn]Additional Notes:
· Staff are encouraged to maintain good personal hygiene and a tidy appearance.
· Ensure footwear is appropriate, clean, and suitable for the demands of the job.
By adhering to this dress code, you help create a cohesive and professional environment that reflects the high standards of Caring Hands Veterinary Clinic.
Would you like any additional specifics included, such as color requirements or footwear guidelines?

[bookmark: _mo6pu3fkp1vr]Services Provided at CHVC
Services Provided at CHVC
At Caring Hands Veterinary Clinic (CHVC), we pride ourselves on offering a comprehensive range of services to support the health and well-being of pets. It is important for all team members to be familiar with the procedures and services we provide to ensure accurate and helpful communication with clients.

[bookmark: _mxmqyklib85c]Key Services Provided:
1. Preventive Care:
· Wellness exams (routine, senior, and puppy/kitten exams).
· Vaccinations and parasite prevention.
· Nutritional counseling and weight management.
2. Diagnostics:
· In-house laboratory testing.
· Digital radiography (X-rays).
· Ultrasound services.
3. Surgical Services:
· General surgery (spay/neuter, mass removals, wound repairs).
· Orthopedic surgery (e.g., TPLO, fracture repair).
· Emergency surgical interventions.
4. Dental Care:
· Comprehensive dental cleanings.
· Extractions and advanced dental procedures.
5. Chronic Condition Management:
· Treatment plans for diabetes, arthritis, kidney disease, and other chronic conditions.
· Pain management, including laser therapy.
6. Emergency Care:
· Immediate assistance for urgent conditions during clinic hours.
· Referrals for after-hours emergencies.
7. Other Specialized Services:
· Microchipping.
· Behavioral consultations.
· Euthanasia and end-of-life care.
· Health certificates for travel.

[bookmark: _o15jkdo3dcv6]If You’re Unsure About a Service:
· If a client inquires about a service or procedure you are not familiar with:
1. Politely acknowledge their question and let them know you will confirm the information.
· Example: "That’s a great question. Let me double-check with one of our senior technicians or the doctor to ensure I give you the correct information."
2. Quickly consult a senior technician or the doctor to clarify.
3. Relay the information to the client accurately and promptly.

Client Trust Through Knowledge:
By being well-versed in CHVC’s services and confidently answering client inquiries, you help build trust and reinforce our commitment to providing excellent veterinary care.
Would you like a more detailed breakdown of certain procedures or an FAQ-style document for client-facing staff?

[bookmark: _pukvcyc8qyy2]Handling Packages and Deliveries at CHVC
Handling Packages and Deliveries at CHVC
At Caring Hands Veterinary Clinic, managing packages and deliveries promptly and efficiently is crucial to maintaining smooth clinic operations. Follow these guidelines to ensure proper handling of all deliveries.

[bookmark: _d7njgkrglz7o]Receiving Deliveries:
1. Types of Deliveries:
· Deliveries may arrive via USPS, FedEx, UPS, or other courier services.
· Packages may include medical supplies, vaccines, lab samples, or other essential items.
2. Initial Handling:
· Promptly move all packages from the reception area to the back of the clinic.
· Inspect the package for any handling instructions (e.g., "Refrigerate Immediately").

[bookmark: _20ag0bwy0y1r]Special Handling for Refrigerated Items:
1. Refrigerated Items:
· If the package indicates it contains items requiring refrigeration:
· Open the package immediately.
· Place the refrigerated items in the designated refrigerator or freezer as specified.
· Attach a note indicating the date and time the item was stored.
2. Documentation:
· Locate the slip or packing list inside the package.
· Hand the slip directly to the inventory manager for entry into the inventory system.

[bookmark: _ub0kba2d280y]General Notes:
· Timeliness: Ensure packages are handled as soon as they arrive to avoid delays.
· Cleanliness: Keep the reception area clear of clutter and packages for a professional appearance.
· Communication: Notify the appropriate staff member if a package seems unusual or damaged.

By adhering to these procedures, you help ensure the clinic operates efficiently and that all critical supplies are stored and managed appropriately.
Would you like any additional details or examples of how to handle specific delivery scenarios?

[bookmark: _pj7774pfqswy]Workflow in the Clinic
Workflow in the Clinic
To ensure smooth operations and excellent client service at CHVC, follow these step-by-step procedures when handling appointments:
[bookmark: _wf61yemw2q74]Step 1: Client Arrival
· Greet the Client:
· Welcome the client and their pet warmly, addressing the client by name.
· Show enthusiasm and compassion for the pet:
· "Hi [Client Name], it’s so great to see you and [Pet Name] again! We’re excited to help with their routine care today."

[bookmark: _t1541x1rcw02]Step 2: Pet Weight and Room Assignment
1. Weigh the Pet:
· Use the clinic scale to record the pet’s weight.
· Make sure to note the weight in the computer system for the pet’s record.
2. Assign an Exam Room:
· Large dogs: Use the exam room with a lift table.
· Cats and small dogs: Use the exam room with a folding table.

[bookmark: _b36yb7am7rdi]Step 3: Notify the Tech
1. Go to the treatment area to inform a technician that the patient has been checked in and is in Exam Room #[X].
2. Update the whiteboard in the hallway with:
· The pet’s name.
· The client ID.

[bookmark: _qytw7y8ruf03]Step 4: Return to Reception
· Resume reception duties, including:
· Answering phone calls.
· Scheduling appointments.
· Managing other administrative tasks.

[bookmark: _jr7qrhjis2qg]Step 5: Client Check-Out
1. Prepare the Invoice:
· Ensure the invoice is ready before the client approaches the desk.
2. Assist with Check-Out:
· If the invoice isn’t ready, ask the client to take a seat:
· "Please have a seat while I finalize your invoice. I’ll call you up shortly."
· Schedule the next appointment (annual, follow-up, or recheck) before completing the transaction.
· Note: Appointment details will be included on the receipt.
3. Confirm Payment:
· Ensure the transaction is completed before the client leaves the building.
· For clients checked out in the exam room (e.g., anxious pets):
· Confirm with the technician that payment has been processed.

[bookmark: _5ygsmmj5px7t]Step 6: Exam Room Cleaning
1. Promptly clean the exam room after the client leaves:
· Remove any odors, bodily fluids, or blood.
· Wipe down surfaces and sanitize equipment.
· Ensure the room is ready for the next patient.
2. Perform a final check to verify the room is clean and presentable.

By following these updated steps, you ensure accurate record-keeping, smooth clinic operations, and the best experience for both clients and patients.
Would you like a printable checklist for staff to follow these steps?

[bookmark: _nzf3vem6wzw]Cash register procedures and protocols:
Cash register procedures and protocols:
  To ensure accurate cash management at Caring Hands Vet Clinic (CHVC). Here’s a summary of the main points for clarity:
1. Minimum Cash Balance: Maintain a cash register with a minimum of $100 for change in different bills.
2. Counting the Drawer: The receptionist is responsible for counting the cash drawer at the start of their shift.
· If the drawer contains less than $100 or more than $100, management must be notified.
3. Single Person Handling: Preferably, one person should manage the cash register during a shift. If someone is leaving early:
· The second person taking charge of the register should count and account for the cash to prevent discrepancies.
4. Record Keeping: Maintain a record of cash received, including the invoice number and client ID.
5. Payment Methods: There are three main forms of payment:
· Clover Payments: Credit/debit cards.
· Cash Payments: Physical currency.
· Care Credit Payments: Financing for veterinary services.
Would you like assistance with implementing this system or setting up additional procedures?
[bookmark: _uroqra4ce538]Start of the Day:
1. Count the Cash Drawer:
· Ensure that there is a minimum of $100 in the cash drawer, with enough change in various bills. Please note the amount you counted into the log present in the Drawer.
2. Cash Handling:
· Verify the cash available for change and ensure it matches the requirements.
[bookmark: _rhevkoy8k51u]End of the Day Tasks:
1. Generate Reports:
· Cash Drawer Balance Report: Print the cash drawer balance report.
· Cash Deposit Report: Print the cash deposit report from Impromed.
· Clover Close-Out Statement: Ensure the Clover close-out statement matches the Clover amount on the Impromed report.
· CareCredit Amount: Ensure the CareCredit amount matches what is reflected on the CareCredit website.
2. Reconcile Cash:
· Compare the cash received with the amount in the drawer and report any discrepancies.
· Please note the amount received on the Cash log sheet in the register.
3. Inform Management:
· If discrepancies are found, immediately notify management for resolution.
[bookmark: _6xuchu5ayri8]Payment Methods:
1. Accepted Forms of Payment:
· Clover Payments: Credit card, debit card, etc.
· Cash Payments: Physical currency.
· CareCredit Payments: CareCredit account payments.
· Payment Link: A payment link can be sent to clients for remote payment.
2. Non-Accepted Payment Methods:
· Checks: Not accepted.
· American Express: Not accepted.
· Phone Payments: Payments cannot be processed over the phone.
[bookmark: _575n5jvy2mra]Additional Payment Guidelines:
1. Minors: Clients under 18 must be accompanied by an adult for treatment and payment consent.
2. CareCredit Card Holder: The CareCredit cardholder must be present for the transaction, and a valid ID should be checked at each transaction.
This procedure ensures consistent and secure cash management while preventing any discrepancies. If you need further assistance with implementing these procedures, feel free to reach out!

[bookmark: _iqrrk9qianx5]Petdesk
Petdesk is an app that our client can download on their phone. From that app they can schedule their pets appointments, request medication refills, confirm their scheduled appointments etc. 

You can create your own user and password 

Currently people are using a general Petdesk login password 

[bookmark: _jwwupqh408yf]Weave/phone system
Weave is an app used to review voicemails and communicate with clients via Text message or phone call. 

[bookmark: _dvr2ax5xfh5s]Merchant sevice

[bookmark: _s2bt02eduyeq]Appointment types
Exam  Annual-

Exam Biannual
Exam Medical (Progress exam )
[bookmark: _jc9u36blv4y8]Booking fee

[bookmark: _diz1jsxeh11d]Missed appointments

[bookmark: _o7k2m8x7ebl]Vetstoria /online booking
[bookmark: _s52lx7io9tuk]MOA: DOA Processing Protocol (Receptionist)

[bookmark: _fig0gtlcbnsa]Step 1: Create Profile (if client/patient is new)
· Search for the client and patient in the system.

· If not a regular client/patient, create a new client profile and new patient profile.

· Hit Save to ensure the data is stored.

· Set the patient status to Active.

· Do NOT enter a Death Date in the system.


[bookmark: _x1df4e6mtb8p]Step 2: Prepare Estimate
· Create a new estimate for the patient.

· Include the following items in the estimate:

· DOA Processing Fee: $35

· Cremation Type: Choose either:

· Private Cremation, or

· Mass Cremation

· Paw Print (if applicable)


[bookmark: _alxfzw9wg3n1]Step 3: Additional Fee (if applicable)
· Ask the client if they are taking back any blanket or patient accessories.

· If not, add a Disposal Fee: $20 to the estimate.


[bookmark: _ct3efrhc1jn4]Step 4: Transfer Estimate to Invoice
· Transfer the completed estimate to the current invoice.

· When Impromed prompts:

 “Do you want to delete all the current and future appointments for this patient?”

 → Select “No” and proceed.


[bookmark: _mc4hrscu7ndb]Step 5: Finalize and Checkout
· Check out the patient in the system.

· Ensure all entries are correct and no current or future appointments were accidentally deleted.

· Confirm that all data is safe and accurate in the system.



[bookmark: _sku9eer4qfch]Surgery Booking fee Refunding
Surgery Booking Fee Policy
1. Refund at Discharge: The surgery booking fee will be refunded at the time of the patient’s discharge following the procedure.
2. Cancellation Policy: Clients must notify the clinic of any surgery cancellations at least 72 hours in advance of the scheduled surgery date. This timeframe does not include weekends, business holidays, or national holidays.
3. Credit Card Payments (CDI): If the booking fee was paid via credit card (CDI) and the client requests a cancellation and refund, a 3% credit card transaction fee will be deducted from the refunded amount.
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