
Avoid Malpractice of the Mouth
To speak to clients with confidence, suggest that your staff try using the following phrases:

Don’t Say Do Say
We need to do a fecal. Your pet needs an intestinal parasite screen to ensure he is healthy.

I’d recommend a senior Your pet needs a senior screen to help us get a baseline and detect
screen for your pet. any changes early.

I don’t have an appointment I have an appointment available on Thursday at 9:30 AM or 1:30 PM.
available then. Which best fits your schedule?

Hang on. Are you able to hold for a moment while I get your information, or
would you prefer that I call you back?

Please hold. Are you able to hold for a moment, or is this a pet emergency?

What? Could you please repeat that information so I understand your
question?

Hold while I transfer you to surgery. Let me connect you with the surgery technician.

I’m sorry you had to wait. Thank you for waiting. I know your time is important,
so let’s get started.

You’ll have to put down a deposit To initiate emergency surgery on your pet, I need your
for emergency care. signature on the treatment plan (formerly called an estimate) and a

deposit of $_____.

Do you want to know how much Before we proceed, would you like a treatment plan so you
this is going to cost? can understand the service and fees?

If you don’t quit cussing at me, If I hear that language again, I won’t be able to help you. Unless
I won’t help you. we can find a different way to communicate so we can find

a solution together, I am going to hang up/leave.

I don’t know what’s going on with Let me talk with the technician and doctor who are caring for your
your pet. It’s not my case. pet and call you back. When would be a convenient time for me to

call you with complete information?

Can I help you out to the car Let me help you out to the car.
with your pet food?

Successful communication with pet owners can be
key in accomplishing high client compliance. Un-
fortunately, when talking with clients, often staff un-

intentionally send a negative message that can harm the
perception of value for the medical services being offered.
In addition to avoiding phrases, such as “in the back,”

“do a dental” and “give an estimate” (see the Business

Skills column on page 75 of the February issue), other
common word usages can represent “malpractice of the
mouth,” thereby giving clients an unfavorable impression.
To improve their communication skills, have your staff

role-play various scenarios with each other. By practicing
these skills, they can help each other develop win–win
conversations with clients. vF

issues IN PRACTICE

Say what you mean –
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