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What inspired your idea to establish veterinary technician 

appointments, and why did you follow through with it?

After a long day of listening to presentations at the NAVC Conference 
in Orlando, in a language other than my own, I was lying on the bed  in 
my hotel room, thinking about how I, a young vet tech, had ended up in 
the United States, far from home. This was an amazing country that I had 
seen often on television. All the movies and television series I watched 
were from here too, so I felt like I knew quite a bit about the American 
way of life. Now I was here! The conference was so big and had so many 
people and lectures. It also had so many new ideas. I had listened to 
lectures about animal weight, behavior, and dentristy, and had learned 
about puppies and their problems, public relations and marketing for 
veterinary clinics, pet diets, and much more. Also, I talked with a number 
of veterinarians and heard them describe how their veterinary technicians 
took so much work off their hands. That was the moment I began to think 
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about the idea of vet tech appointments. They would 
keep clients in our practice, get some work off the vets’ 
“plate,” and do something good for the animals. That’s 
exactly what our job is all about. Most importantly, it 
involved what I love to do! 

How did you approach your boss with this concept?

On the plane ride home, I was thinking of a way to 
introduce my ideas to my colleagues and boss. I did not 
want to scare them with too many big ideas. I am a really 
busy, enthusiastic person, and often, my biggest problems 
are that I am too busy and too enthusiastic! 

But then, at a staff meeting, my boss told us we all must 
create a plan that would beneft the practice. None of the 
vet techs knew what to do, so I asked them if they wanted 
to help me with a big plan we could all take part in. Needless 
to say, they loved this joint plan. Also, I have the best boss! 
He always listens to ideas and gives opportunities to try new 
things. More importantly, he lets people make their own 
mistakes and learn from them. Not everything you try will 
work out perfectly, but you can only improve yourself when 
you can make your own decisions and mistakes. 

How did you choose what practice areas were best for 

vet tech appointments?

The areas a practice chooses to focus on for vet tech 
appointments should be areas the whole team is 
comfortable with, and that’s why it’s important to talk to 
the whole team about it. 

In my practice, we ordered pizza and dessert, and all 
the vet techs sat around a table. We discussed what we 
were talking about with clients the most at the front desk, 
in the waiting room, and on the phone. Then we settled 
on the following areas:

ÆÆPuppy and kitten care
ÆÆOverweight pets
ÆÆDentistry
ÆÆFood

We decided these should be the subjects we should 
build our program on because (1) people want this 
information from us, and (2) we knew a great deal about it 
and were accustomed to talking about it.

Did you have any resistance from your colleagues?  If 

so, how did you overcome it?

Yes, there was resistance from colleagues, but I 
learned an important strategy from the lectures at the 
NAVC conference: 

Before you create a new plan, think about 
what people in the team love to do. 

People will be resistant when they are afraid they 
cannot do something. So, one should try to create a plan 
that makes everyone comfortable. I knew the skills of our 
team and what they loved, and I tried to make a plan 
where everybody was in the saddle of the right horse.

For example, I knew that one of my colleagues hates to 
create new programs, but she is the best receptionist 
because she knows the clients and animals by name, 
knows about their lives, and has a really special bond with 
most of them. So we decided she should be the one to 
inform them of our new service. My computer skills are 
subpar, so another colleague did the computer work and 
designed the fyer to give away at the front desk. And one 
of the vets really loved this idea, so she took on the task of 
convincing the other vets of the benefts of the program.

The plan we presented was that the animals would be 
scheduled to come in more frequently, sometimes about 
10 times a year, so they would get used to being spoiled 
in our practice, get more accustomed to being loved on 
the table, and feel fear free with all the staff. Nothing 
“bad” was scheduled during these appointments—only 
TLC. The idea was, when owners saw that their animals 
were happy in the clinic, they would begin to come more 
often and enjoy visiting the practice.

So, in addition to everybody on the team having a task 
they loved, the little problems that came up were solved 
in no time, because everyone wanted to start doing it.

I will say this about opposition to a new idea. Because I 
also give in-house training at clinics, I sometimes hear 
about resistance to innovative ideas. What I hear most is, 
“How about time? We are already so busy. How will we 
do this?”

I understand. But when you want to make your work 
more interesting, and you want a practice with more 
income, take the chance! When a new plan such as 
providing vet tech appointments is working well, you can 
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hire an extra vet tech, because the appointments will 
bring more clients into the practice, providing more work 
and more money. 

I also hear about space problems. But where there is a 
will, there is a way! When we were renovating our practice, 
I had to do the vet tech appointments in the quarantine 
area. I was afraid of what the owners would think of this, 
but they were so happy that we made an effort to enable 
them to come to appointments that we even received 
boxes of chocolate as a token of appreciation. 

Don’t look for problems; always look for solutions. 
Owners will see this and put more trust in you and your 
team. When you implement new things in your practice, 
you are developing the practice, the team, and all the 
individual team members.

How did you initially set up the vet tech appointments?

We started by offering vet tech appointments in the 
evening, after our normal closing time of 6 pm. This way, 
we did not have to hire an extra vet tech to start the 
program. Instead, I scheduled appointments after my 
normal working hours. It was also a great way to start 
because many people are free from their jobs in the 
evening and have time to come. 

The only issue was that there were no vets in the 
building after 6 pm, but I could always make a phone call 
when I needed to consult with them. This further 
developed trust between me and my boss, because he 
knew I would not do things that a vet tech is not allowed 
to do. After a few months, the clients, my colleagues, and 
my boss were so enthusiastic that my boss asked me to 
start scheduling appointments on Wednesday afternoons. 

We were also able to hire an extra vet tech to take my 
place on Wednesday in the operating room.

This is how a vet tech appointment looks at our practice:

15 minutes

Time is important, because I let all the animals walk freely 
so I can observe how they move and behave. Even more 
importantly, I take time to listen to the owners and then 
give advice.

It’s free

Vet tech appointments are free for clients who buy food, 
get vaccinations, or purchase medicines from our practice 
(regular customers), and for all puppies and kittens every 
month until they are adults. For other customers, we 
charge about 30 euros (a little over $30). 

Soon we noticed we were selling more deworming and 
fea control products, food, radiographs, spay/neuter 
procedures, and dental services because of the vet tech 
appointments. More importantly, we were building 
stronger relationships with clients because they came in 
so many times. Our clients were less inclined to go to the 
supermarket to buy food or to change veterinarians. 

When puppies come in from a young age (every month 
for about 10 months), they love you for life. Even years 
later, they come running into your practice. They are not 
afraid because they trust you and feel relaxed at your 
practice. That is worth so much, even if it is not directly 
measurable! 

It’s important that every visit be a party for the pet, 
which also makes it a party for the owner. Having a 
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ENCOURAGE CLIENTS TO BRING THEIR CHILDREN with them to veterinary technician appointments. The 
children will learn a lot, and the owner can, too. You can examine the pet with the owner to show them what is 
normal (or not), so they can learn what they can check at home, like teeth, haircoat, and skin. Here, a child 
watches as his puppy’s teeth are checked. The puppy has a double fang…while the boy is missing some teeth!
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relaxed animal is your frst priority. Besides, who can give 
more TLC than a vet tech?

Here’s a good tip for initiating your frst vet tech 
appointment: Start by seeing puppies and kittens. People 
love these appointments, and you will feel really good 
about yourself and your team after the frst day! It will give 
you the self-confdence you need to move on to areas like 
dental checks and overweight appointments.

How do you “sell” veterinary technician appointments 

to clients?

ÆÆEvery member of the team must provide information 
about the appointments to owners! Our whole team is 
proud of our program, so this is not a problem for us.
ÆÆGive people fyers with all the information.
ÆÆTry to schedule appointments immediately.
ÆÆReach out to newspapers and radio and television 
stations to promote your clinic. The press loves 
covering subjects like happy puppies and “before 
and after” pictures of dogs losing weight.

How has the client response been? What, if any, 

obstacles might someone have to overcome to initiate 

a program like this?

Clients love these types of programs and tell others 
about them. So the only obstacle is…you.

First, you need to be positive. If you have a negative 
attitude, owners will feel it immediately. Of course, there 
will always be challenges to overcome. Once, half our staff 

  TECHPOINT 

When owners saw that 

their animals were happy 

in the clinic, they would 

begin to come more often 

and enjoy visiting  
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PUPPIES AND KITTENS can come to the clinic just 
to be adored. Let them explore and get comfortable 
with the space. Owners love it when you let their pets 
do a little “sightseeing,” and you can watch the animal 
move to see if its gait and balance are normal. Treats 
help pets relax and teach them that the clinic is a 
pleasant place to be. In my clinic, we always have a 
supply of Kongs flled with meat paste in the freezer.
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had the fu and we did not have enough people to handle 
our 10 vet tech appointments, forcing us to cancel them at 
the last minute. But the same thing can affect a practice’s 
surgical or walk-in vet appointments. That’s not a problem 
with the program, it’s just life.

Also, you will always have diffcult owners. Just talk to a 
colleague about it, share the frustration, and help each 
other when necessary. 

Is the program a success at your practice, and what, if 

anything, would make you “give up” on this idea?

In a couple ways, it is easy to measure the results of 
the program. For one, we simply look at what we sell to 
the clients who come for these appointments. For 
another, the appointments have been very satisifying for 
my boss, and because of his enthusiasm and support, we 
now have 2 days of vet tech appointments. 

Other results are harder to measure. Have we kept 
clients loyal to our practice with this program? We can’t 
be sure. But we do see happy pets and owners, and a 
good relationship is so important!

What’s perhaps most important for me is that it adds 
value to my job to have my own appointments, and it 
gives so much satisfaction! Helping animals become fear 
free, giving owners a great experience, and seeing the 
health benefts make it worth it. When animals run straight 
from the car to the appointment room, when I am almost 
hugged to death, when an owner loves to come in every 
month, when a frightened animal becomes fear free, 
when a dog that almost couldn’t walk because of its 
weight loses so many kilos that he can run around, or 
when a cat can wash herself again after losing 2 kilos of 
fat—I feel like Superwoman! It gives me energy to do this 
job even after 22 years. It’s why I’m a vet tech!

So, would I ever give up on this idea? No way! In fact, I 
give lectures to inspire veterinarians and veterinary 
technicians to start their own programs at their clinics! I 
say, “Go for it and make your own success story.” 

  TECHPOINT 

When you implement new 

things in your practice, 

you are developing  

the practice, the team, 

and all the individual 

team members.

Ideas into Practice  |  Veterinary Technician Appointments

Advertiser Index

IDEXX 
SNAP Test 
idexx.com/idexxsnap2 
3

Merial 
NexGard 
nexgardfordogs.com 
20, 21

 Recombitek 4  
Lepto Combos 
vaccinateyourpet.net 
back cover

NAVC 
2017 Conference 
navc.com 
39

Nestlé Purina 
EN Gastroenteric Low  
Fat Dry Canine Formula 
purinaproplanvets.com 
26, 27

Petplan 
Veterinary Awards 
gopetplan.com 
17

Purdue University 
Veterinary Technology 
Distance Learning 
purdue.edu/VTDL 
53

VetFolio 
VetFolio 
vetfolio.com 
61

Virbac 
Sentinel Spectrum 
virbacvet.com 
inside front cover, 4

Zoetis 
AlphaTrak 
alphatrakmeter.com 
inside back cover

http://idexx.com/idexxsnap2
http://nexgardfordogs.com
http://vaccinateyourpet.net
http://navc.com
http://purinaproplanvets.com
http://gopetplan.com
http://purdue.edu/VTDL
http://vetfolio.com
http://virbacvet.com
http://alphatrakmeter.com

