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The Client Service Training Checklist

	Description of Task
	Date/Supervisor 
Initials when 
completed

	Week 1

	Exam Rooms:
	

	Greeting clients 
1. Upbeat, positive tone 
2. Eye contact 
3. Introduces themselves and who they are
	

	Gets weight on every pet that come in and enters into patient account
	

	Seats client in a timely manner
	

	Checks all pertinent client and patient information 
1. Address 
2. Email address 
3. Primary phone 
4. All other phone numbers listed 
5. Secondary names 
6. Double checks all other pets on account 
	

	Knows how to properly open a medical note based on appointment type 
	

	Looks at patient account and fills out pertinent information in exam sheet before appointment arrives
	

	Always lets the client know what will happen next 
	

	Offers client something to drink before exiting room
	

	Makes sure the client does not need anything else before checking the client out
	

	Walks client to the door, opens door
	

	Knows how to properly clean and re-stock an exam room
	

	Knows how to properly email medical notes
	

	Get a picture of all pets that do not currently have photo on account and knows how to properly load photo
	

	Collecting Payments:
	

	Knows what type of payment we accept
	

	Understands payment is needed at the time that services are complete
	

	Understand what to do and what to offer if a client cannot pay
	

	Preventative Health: Vaccines:
	

	Able to explain the brand of vaccines we use and why
	

	Communication:
	

	How to read human body language - show videos and explain
	

	Emotional Training (Brene Brown videos and explain) 
	

	Canine and Feline Body Language – how to read 
	

	Canine and Feline Restraint Techniques 
	

	Cat Friendly Reading
	

	Week 2

	Exam Rooms:
	

	Knows history of pet prior to entering exam room 
1. What was the pet seen for last 
2. Current and past medications 
3. What are they due for
	

	Makes sure all call backs are entered properly
	

	Preschedules annual exams
	

	Preventative Health:
	

	Vaccines
	

	Explains why dogs and cats need to be vaccinated
	

	Parasite Prevention:
	

	Understands what parasite prevention we sell here, how it works, how it is given, and how often
	

	Laboratory:
	

	Able to properly collect a free catch urine sample
	

	Understand where blood is drawn from canine and feline patients
	

	Miscellaneous:
	

	Knows the difference between IM, IV, and SQ injections
	

	Knows all medical abbreviations
	

	Online Pharmacies 
1. What pharmacy do we recommend and why?
	

	Able to properly stock and maintain area of work
	

	Computer Skills: 
Able to create a new client account 
	

	Able to create a new patient account
	

	Able to update/change address, phone #’s, client-patients info
	

	Properly enter an alert/warning into a patient-client clipboard
	

	Properly enter or change reminders 
	

	Able to properly schedule, change, and delete an appointment 
	

	Able to block out time slots in the schedule 
	

	Communications: 
	

	Cat Friendly Reading 
	

	Week 3

	Exam Rooms:
	

	Able to properly invoice for all of the following: 
1. All services being completed 
2. All vaccine, parasite prevention, and other medications 
3. Declines items to history properly
4. Apply discounts as needed
	

	Schedules next appointment appropriately
	

	Understands how to properly go over invoices
	

	Understands how to properly go over exam sheets with client
	

	Goes over all medications with client  
1. Understands side effects 
2. How to give 
3. Shows client how to give/apply medications and applies first dose
	

	Clients get all pertinent paperwork and/or supplies 
1. Exam Sheets/Invoice 
2. New client packs/New puppy/kitten packs, if not already given 
3. All medications 				
	

	Prescriptions:
	

	Has a basic understanding of what medications we carry and what they are used for 
	

	Knows how to properly create a prescription label 
	

	Knows how to properly create a written SO
	

	Properly calls in prescriptions to a pharmacy
	

	Properly fills prescriptions without making mistakes
	

	Understands how to add something to the want list 
	

	Knows how to properly 
1. Void a prescription 
2. Renew a prescription 
3. Refill a prescription
	

	Completed Pharmacy Cross Training
	

	Preventative Health: Vaccines:
	

	Able to explain how and in what locations are vaccines given in dogs and cats
	

	Able to explain vaccine reactions and what to tell an owner to look for
	

	Laboratory:
	

	Understands what wellness tests need to be done for all puppies and why
	

	Understands what wellness tests need to be done for all adult dogs and why
	

	Understands what wellness tests need to be done for all kittens and why
	

	Understands what wellness tests need to be done for all adult cats and why
	

	Understands laboratory testing for all surgical patients and why it is recommended
	

	Understands how to properly charge for all laboratory test and how to properly send it to lab
	

	Has a basic understanding of our Drug Testing Protocol (or where to find this information and what is means)
	

	Able to properly obtain a skin cytology
	

	Able to properly obtain a skin scrape
	

	Able to properly obtain and read an ear swab cytology
	

	Minor Procedures:
	

	Able to perform, or understands how nail trims are performed
	

	Able to express (or know how they are expressed) anal glands and understands what anal glands are 
	

	Understands how we draw blood from our patients
	

	Understands how we can collect urine from patients and how a urinalysis is ran in clinic 
	

	Understands how to do a blood pressure 
	

	Understand how to give SQ Fluids 
	

	Completed Treatment Cross Training
	

	Miscellaneous:
	

	Understands Pet Insurance 
1. What companies do we recommend 
2. What are the differences 
3. How do the clients take care of their bill
	

	Microchips 
1. What company do we use? 
2. Why is microchipping important?
3. What is the cost to register and what are the benefits?
4. Able to properly give a microchip and register pet 
	

	Keeps work area nice and clean
	

	Works in a quick and timely manner
	

	Able to anticipate the needs of others and clients
	

	Computer Skills:
	

	Able to properly email the following: 
· Medical notes 
· History 
· Invoice 
	

	Properly fax items 
	

	Communications: 
Cat Friendly Reading 
	

	Week 4

	Exam Rooms: 
	

	Understand how to properly go over estimates 
1. Knows how to have a client sign an estimate
	

	Knows how to properly email a patient history 
	

	Completes Exam room Rubric to 90% accuracy 
	

	Preventative Health: Vaccines:
	

	Dogs:
	

	What are the following diseases, symptoms, treatment: 
1. Canine Distemper 
2. Canine Parvovirus
3. Rabies 
4. Canine Leptospirosis 
5. Lyme 
6. Kennel Cough
	

	Explains and understands what vaccines puppies need, how often to give, and why
	

	Explain and understands what vaccines adult dogs need, how often to give, and why
	

	Cats:
	

	What are the following diseases, symptoms, treatment: 
1. Feline Panleukopenia 
2. Feline Calicivirus 
3. Rabies 
4. FIV 
5. FeLV
	

	Explain and understands what vaccines kittens need, how often to give, and why
	

	Explain and understands what vaccines adult cats need, how often to give, and why 
	

	Parasite Prevention:
	

	Able to verbalize the following for the parasites listed below 
1. What is the parasite? 
2. What is the life cycle? 
3. How is it transmitted? 
4. What symptoms will the pet have? 
5. What tests are used to diagnose? 
6. When should the pet be tested as a preventative measure? 
7. What can be used to prevent the parasite? 
8. How do you treat the pet? 
9. Is there a threat to humans? Explain.
	

	Heartworm
	

	Fleas
	

	Ticks
	

	Roundworms
	

	Hookworms
	

	Whipworms
	

	Coccidia
	

	Giardia
	

	Tapeworms
	

	Ear Mites
	

	Mange
	

	Toxoplasmosis
	

	Surgeries:
	

	Able to explain the following about the surgical procedures below: 
1. Why are they recommended? 
2. What age do we recommend that the procedure be performed? 
3. How is the procedure performed? 
4. Describe the recovery process. 
	

	Spays
	

	Neuters
	

	Declaws 
	

	Dentals 
1. What are dental radiographs and why are they important?

	

	Completed Surgery Cross Training
	

	Miscellaneous:
	

	Able to minor mathematics 
· lbs->kg 
· kg->lbs
	

	· ml->L
	

	Able to properly give a client a tour
	

	Computer Skills:
	

	Knows how to properly send records to local emergency/speciality vets
	

	Understands any pertinent email account and properly addresses all of the emails
	

	Understands any app/computer software programs that help schedule appointments and reviews
	

	Understand how to use online pharmacies 
	

	Phone Calls:
	

	What is the criteria for every phone call? 
	

	Able to answer the phone with the proper tag line
	

	Able to place a call on hold
	

	Able to send a call to the proper voicemail/email 
	

	Able to properly schedule an appointment with the appropriate doctor. Understands all appointment types and criteria
	

	Understands how to transfer phone call to appropriate person
	

	Able to properly call client regarding the following: 
1. Lab results 
2. Call Backs 
3. Medical notes
4. Prescriptions
	

	How are appointments confirmed?
	

	How are surgeries confirmed?
	

	Completed Phone Cross Training
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