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The Reception Training Checklist
	Phone Training
	

	Description of Task
	Date/Supervisor 
Initials when 
completed

	
	

	Answers the phone in a timely manner
	

	Follows the phone call rubric on every phone call 
	

	Able to properly place a caller on hold
	

	Able to properly pick up a caller from hold
	

	Able to properly check voicemail and how to handle voicemail messages
· Call client back/medical note		
	

	Knows how to properly fax and scan documents
	

	Knows how to properly schedule appointments with appropriate doctor
· Pulls up acct, check previous doctor		
	

	Knows how to: 
· Move appointments
· Cancel appointments
	

	New Client Calls: 
Knows all the steps to take with a new patient call 
· Verbiage to use, what information do you need from them on the phone, send email 
	

	Euthansia Calls: 
· Understands how euthanasia’s occur and how to show empathy towards the client
· Properly schedules
	

	Able to transfer calls to other areas - pharmacy, etc 
	

	Emails
	

	Knows all email addresses that need to be checked and any other means of communication for the client
	

	Able to email medical notes to the proper email address
	

	Able to properly email a patient history/x-rays/referral
	

	Able to properly email invoices
	

	Knows how to attach email documents to patient clipboard from other facilities
	

	Knows what to do with the following types of emails: 
· Appointment request
· Medication request
· Vet clinic referral documents
· General medical questions
	

	Knows how to properly email new client forms
	

	Knows how to properly email new patient forms
	

	Knows how to properly confirm appointments 
	

	Preventative Health
	

	Vaccines
	

	Understands how to check reminders and explain to an owner the importance of vaccinating their pet
	

	
	

	Parasites Prevention
	

	Knows what products we sell at the clinic and able to explain why we sell the ones we do
	

	Knows where to direct clients to if they want a product we do not sell 
	

	
	

	Transactions
	

	Able to run credit card from computer
	

	Able to run credit card in person on machine 
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