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The In-Room Client Experience Rubric
	Criteria 
	Does Not Meet Expectations
	Needs Improvement
	Meets or Exceeds Expectations

	Knows history of pet before entering exam room and creates exam sheet with info
	Does not do
	Does not do every time
	Does every time

	Greet client with a smile, introducing yourself, and using pets and client name in upbeat voice
	Does not do
	Does not do every time
	Does every time

	Confirm all client & patients information and any additions to account
	Does not do
	Does not do every time
	Does every time

	Obtains reason for visit with detail, also probing for any additional concerns/services needed
	Does not do
	Does not do every time or with little detail
	Does every time

	Checks in on any ongoing issues or confirms full resolution of issue the patient was last seen for 
	Does not do
	Does not do every time
	Does every time

	Accurately obtains current medications with accurate dosing, current parasite prevention, and diet
	Does not do
	Does not do every time
	Does every time

	Gets weight on every patient
	Does not do
	Does not do every time
	Does every time

	Takes a temperature on all sick pets
	Does not do
	Does not do every time
	Does every time

	Obtains relevant samples from patient
	Does not do
	Does not do every time
	Does every time

	Makes eye contact and interacts with client and patient
	No eye contact or interaction
	Very little eye contact or interaction
	Great eye contact and interaction

	Tone of voice
	Monotone, uninterested, or harsh tone
	Fluctuates between upbeat and monotone
	Upbeat and welcoming tone of voice 

	Willingness to help
	Does not appear willing to help
	Does not understand client needs or how to meet them
	Goes of their way when asked to help clients

	Ensures there is nothing the client needs before leaving
	Does not do
	Does not do every time
	Does every time

	Informs client what is going to happen next
	Does not do
	Does not do every time
	Does every time

	Continues to check in on client and interrupts at 30 minute mark in appt
	Does not do
	Does not do every time
	Does every time

	Invoicing and taking payments
	Does not do
	Does not do every time
	Does every time

	Schedules next appointments as needed
	Does not do
	Does not do every time
	Does every time

	Grabs door and walks client out of the building 
	Does not do
	Does not do every time
	Does every time
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