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The Phone Etiquette Rubric (New Client Visit)
	Criteria
	Not meeting expectations
	Needs improvement
	Meets or exceeds expectations

	Initial Tag Line  Connect 
“Good morning/afternoon, this is (your name) in reception, how can I help you?” 
	
	
	

	Response to client 
“I would be happy to help you with that!” 
	
	
	

	Determining client and pet’s name Request & Invite 
“Let me pull up your account -  What is your last name?”
	
	
	

	Response to the client
“(Client’s name) Thank you for choosing us.”
	
	
	

	Location and website/social media disclosure
“Do you know where we are located?” 
	
	
	

	Establishing Value Set 
What is your pet’s name - What is going on with Fluffy? Active listening focusing fully on the client and actively showing verbal signs of listening.
Response to client and Setting up Account
“We have an appointment available today, at (time) with (doctor). Does this time and day work for you?” “Super, let’s get that scheduled. 
OR
“What day and time works best for you?” “Ok, I have a new client visit available on (days) and (times). What works best for you?” “Great, let’s get that scheduled.”

Let’s start with your info: Verify full name, email and phone number. Now let’s take care of (pet’s name): Name, species, breed”
This is scheduled as a 40/30 minute exam in which we will start with a thorough history to determine what is going on with “pet’s name,” the veterinarian will do a head to tail exam where she/he will discuss any diagnosis and a treatment plan.”


	
	
	

	Acquiring records Patient Reminders/ Patient Pop Ups/ Client Pop ups 
“We would also like to call the veterinary clinic where (pet’s name) was last seen. Would you mind sharing this information so that (DVM name) can have access to the patient record prior to the visit?” 
	
	
	

	Forms
We will be sending you our new client/patient forms via email. If you can fill those out prior to your appointment that is very helpful. In addition, if possible, we would like you to bring a small fecal sample that is less than 24 hours old as it may be needed for this appointment.
	
	
	

	Website/Social Media Disclosure
If you would like to learn more about the clinic and (DVM name) please visit our website and social media platforms.” 
	
	
	

	Closing remarks Impression 
Uses end tagline: “Okay (client’s name) I have (pet’s name) scheduled on (date/time) with (DVM name). My name is (your name) and if there is anything else that you need before your appointment you can call or text this same number and I would be happy to help.”
	
	
	

	“Thank you for calling!” “My Pleasure.”
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