Veterinary team tool

SAMPLE CONVERSATION TREE:
Responding to clients’ comments about the 20/20 segment

Consider some of the questions clients might ask after viewing the Nov. 22 segment that aired on
20/20, “Is Your Veterinarian Being Honest with You?” Then practice these sample responses from
Firstline Editorial Advisory Board member Bash Halow, CVPM, LVT, and Brenda Tassava of Halow
Tassava Consulting to demonstrate the care you offer clients and pets each day. Or use this as a starting
point to write the responses that match your practice’s protocols.
Client: I saw a report on 20/20 about unnecessary veterinary care. I don’t want to spend money on
care Fluffy doesn’t need.
You: Thank you for sharing your concerns with me. Which of the recommendations we’ve discussed

today are you concerned about?

Client: All of them.

Client: I’m not sure my pet
needs all of the vaccinations
you recommended.

Client: I think dental
cleanings are a rip off.

You: I understand your
concern. We appreciate
concerned pet owners like
you. We vaccinate according
to the guidelines of the vaccine manufacturer. I can have
a web link sent to you from
the manufacturer, explaining
the vaccine and how often
it should be given. May I do
that for you?

You: I understand your concern. You’re not convinced
this dental disease is progressive. Let’s agree that you will
monitor your pet’s tartar
over the next three months.
I’ll follow up with you then.
Together, we’ll keep track of
this condition and we’ll agree
together on the best time to
perform the procedure.

Once you’ve finished your conversation with the client, make
sure to follow up with a call, email or note that offers any
information you promised and includes a message about
how much you appreciated the chance to discuss the pet
owner’s concerns. Then invite them to call or write you with
any additional questions or concerns they have.

You: I’m glad you’re giving
me a chance to explain myself better. I care about you
and your pet individually. If I
lost your confidence, it would
be very upsetting to me. So
let’s discuss each of your
concerns one by one.
Client: I just don’t understand why you think Fluffy
needs all this care when she
seems so healthy to me.
You: We base all of our recommendations on our experience and our continuing education. And I’m glad you’re
asking questions, because I
want you to understand the
merit of what we do. I’d like
to spend some time with you
one-on-one now to answer
your questions because you
matter to us. You always have
and you always will.

