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Euthanasia Process SOP
Phone Call:
Scheduling a euthanasia:
When a client calls to schedule a euthanasia, follow all of the criteria in the Phone Call SOP. The following also needs to be discussed:
· Offer condolences
· Check client mailing address
· Schedule euthanasia
· Direct client to Pet Angel website to learn more about what Pet Angel offers
· Before hanging up, offer condolences again and make sure to place any notes in the appointment notes
Client calls to let us know their pet has passed:
Clients will often call letting us know that one of their pets has passed. The following should take place:
1. Offer condolences
2. Open “Deceased Patient” Medical note
a. Staff ID = DVM of patient
b. Staff Member? = Who is taking the phone call (your initials)
3. Please get as much of the following information while on the phone with the client (questions 1-5 on medical note). However, do this in a way that it does not sound like a “quiz” to the owner.
a. Date of passing
b. Where did it take place (home, er clinic, elsewhere)
c. What happened
d.  What do they plan to do with the pet’s body?
i. Home burial, Private Cremation, Communal Cremation
ii. If the pet passed at an er clinic, ask of the er clinic is taking care of the pet for them
e. Direct them to the Pet Angel Website for other pet memorial items
4. Place any additional notes or comments at the bottom of the medical note if the need arises
a. Example: “Send 3 ink paw prints because they have 2 children that I think would like one”
5. Mark the medical note as DRAFT
6. DVM will see read the medical note and will need to call the client to send their condolences
7.  Once DVM has called, make any pertinent notes on the medical note and mark as FINAL
ER clinic emails us information with a deceased patient:
If a client and or ER clinic emailed us this information: Please copy and paste and/or attach records from the email into the “deceased patient” medical note and save as DRAFT for the DVM. Make sure to mark the pet as deceased, delete all future appointments, and delete deceased pet reminders. 
Euthanasia Appointment:
Room Set Up:
Exam Room 8 will only be used for any and all euthanasia appointments. The exam room should be prepared for a euthanasia at all times. With that being said, after each use, the exam room should be re-stocked for the next possible euthanasia by making sure the following items are in place:
· The exam room is cleaned as any other exam room
· The floral rug is covered with the two brown Orvis blankets. These are water resistant so hopefully any spills and/or urine will not leak through to the rug.
· If it is a small dog or cat, please place blankets on top of gurney 
· 2 Kleenex boxes out (one on small table and one on counter)
· A few minutes before the client is due to arrive, place 2 water bottles in the room as well. If the client was here for a sick appointment, placed in another exam room, and the pet is now being euthanized, we will be moving the client to exam room 8 (see below), but we need to make sure the water bottles are added to the room before moving the client over that exam room 8.
· Doorbell is in exam room ready for client
When Client Arrives:
All euthanasia’s (scheduled or not) will be performed in exam room 8.
Scheduled euthanasia:
Seat them immediately in exam room 8.
Sick Exam turned Euthanasia:
If the client did not schedule an appointment for a euthanasia and was sat in a different exam room, and their pet is now being euthanized, we need to move the client to exam room 8, unless requested otherwise by the veterinarian. We should avoid sitting other appointments in this room and keep this solely for euthanasia’s. If you have been asked to move a patient/client to exam room 8, please use the following verbiage:
· “Mrs. Smith, I know this is a very difficult time for you, but we would like to move you to another exam room, where you will be more comfortable with Fluffy during this time. It will also be a little more quiet and peaceful for the both of you as well, and you will be able to spend as much time with Fluffy in this exam room. If you wouldn’t mind, you can follow me over there at this time.”
Once Client is in Exam Room 8:
Offer Condolences and Verify Information:
Once the client is seated in the exam room 8, the treatment assistant or RVT needs to begin the appointment as usual.
o   Make sure the mailing address is verified! We send all euthanasia’s items in the mail and we do not want to send them to the wrong mailing address.
Cremains and Pet Memorial Options:
Once client information is verified, go over all cremation options with the client (communal vs private). If private, make sure to inform the client that the cremains will be returned to the clinic, and we will call them when they arrive. Many times someone has discussed their options over the phone and it is noted in the exam notes. You MUST verify what they want during the appointment and verify with them that they will or will not be receiving cremains back.
Make sure to discuss other special options that Pet Angel offers – paw print with or without frame, jewelry, etc (Make sure you are familiar with all the options). If the client would like special items they can order them from us, or if they would like to take their time and browse what is offered they can go through Pet Angel. All of the items are on Pet Angel’s website.  If they are ordering through us, we must add these items to their PVL and match the price that Pet Angel is charging. First, however, go to the Pet Angel website and verify the item with the owner in the room to make sure that you are ordering the correct item.
Euthanasia Process:
Once you know exactly what the client is wanting to do with the pet’s cremains, discuss what will be occurring today so they understand the entire process, then verify if they would like to stay with their pet the entire time. They are able to leave at this point (after collecting payment), stay until the propoflo is given, or once the entire service is complete. Make sure they know they have options.
           	Example verbiage: Are you wanting to stay with Fluffy throughout the entire process today? What will occur is I will take Fluffy back to our treatment area where an IV catheter will be placed. This gives Dr. King direct access to his vein, which is how the medication is administered. After his IV catheter is placed, we will bring him in here with you guys where you can spend as much time with him as you would like. When you are ready for Dr. King to come in, she will administer two medications. The first one is the same medication we use to induce anesthesia in our surgery patients. This will make Fluffy very sleepy and very comfortable and it only takes a few seconds for this to occur. Right after this, Dr. King will administer the medication that will stop Fluffy’s heart. This one is very quick and painless as well. You are able to stay with Fluffy the entire time, or if you do not want to be here the entire time, you can spend some time with him and leave before the IV catheter is placed or you can wait until the first medication is given where he is nice and sleepy and then you can leave at that time. Dr. King and I will be with Fluffy the entire time if you do not want to stay. (At this point they usually know what they want and let you know).
If they would like to stay with the pet,
· Pet is small enough to carry or able to walk: Take the patient to treatment for the technicians to place an IV catheter. Again, make sure you explain to the owner what will be occurring so there is no confusion.
· Not able to walk well: Keep patient in exam room 8 with client and have another employee assist you with placing an IV catheter in the room.
Once the patient is in treatment (or after IV catheter is placed in exam), open up the “Deceased Patient” medical note and fill out any pertinent information, place the correct charges on the PVL, go back into the exam room and check out the patient.
When payment is collected, the pet is marked as deceased on the computer automatically. Double check patient is indeed marked as deceased and remove any reminders on that pet.
Verify that the doorbell is plugged into the wall near the kitchen.
Once the pet is brought back up to you, help the technician take the pet back into the room. Make sure to ask the client if they would like to spend more time with their pet or if they are ready for the doctor to come in. If they are ready, excuse yourself and let the doctor know they are ready. If they would like to spend a few minutes with their pet, give them the doorbell and let them know to push the button when they are ready for the doctor to come into the exam room. Again, explain to them the whole process so there is no confusion.
Once they are ready, make sure to let the doctor know and make sure all supplies are ready for the doctor (butterfly catheter, propoflo, euthanasia solution, and saline flush).
Once the doctor is in the exam room, you need to begin processing the pet with Pet Angel online. This is all done online by following these steps:
· Click the Pet Angel icon on any desktop
· Click New Order
· Choose the appropriate cremation service – communal or private
· Enter required pet information
· Enter required owner information
· *For Private Only – click Remembrance Urn and then Add
· If the owner is adding any “special services” add that item at this time
· Make sure the charges were added to the PVL
· Review and Summarize the order
· Click Submit
·  Print the order tag and place it in the plastic holder located in the euthanasia room. This gets attached to the appropriate euthanasia bag with a zip tie
Once the doctor has left the room, wait outside the door to walk the client out. Verify with the doctor about any belongings that may have been left with the pet. Does the owner want them, are they getting cremated with the pet?
Post Euthanasia:
Once the clients have left, bring the pet back to the euthanasia room. Here you will make an ink paw print/nose print for the owner that will be included in their sympathy card. The supplies are on the shelf in that room. You will also clip a small amount of fur from the pet, place the fur clipping in the appropriate small plastic bags (blue for boys, pink for girls). Hang the paw print/nose print on the “paws” frame with the clothes pin and chalkboard label with the fur clipping behind the paw print/nose print. On the chalkboard write the pets first and last name. Terri will send all paw prints that were created.
Place the pet in the appropriate colored bag. Green for private, orange for communal. Include any belongings that are to be cremated with the pet. Attached the pet angel tag to the bag with the zip tie. Place pet in freezer for pick up.
Sympathy Items for Client: (Currently all the following is all done by Terri)
Terri will check the deceased patient report every day she is in the clinic.
3-4 days after the pet is deceased, the following is sent out in the mail:
· Sympathy cards and a poem and the ink paw print/nose print and fur clippings
· Bouquet of flowers for long standing clients
· This is marked as an addendum in the FINAL “deceased patient” medical note
· Example: Sympathy flowers and paw print sent for fluffy 1/2/17 CB
Calling owner to let them know the cremains have been delivered to the clinic:
· Cremains are dropped off by Pet Angel every Tuesday and Friday and the Pet Angel deliverer places the ashes in the euthanasia room.
· Once the cremains are returned to the clinic, the owners need to be called to let them know. Right now, Terri is the one calling all clients. However, the following is the protocol:
· If they answer, say the following:
· “Hi, This is _______ from [Clinic Name], is this _______?” If it is, then continue with …. “I was just letting you know that we have Fluffy’s cremains back and you can pick those up at your convenience. There is no rush and we are happy to keep them until you are ready to pick them up. I am so sorry for your loss and please let us know if you need anything.”
· **We need to make sure that it is one of the owners answering, we do NOT want to leave that message with one of the children!!**
· If they do not answer and you have to leave a message say the following:
· “Hi, this is _____ from [Clinic Name]. If you could, please give me a call back at the clinic at your convenience. Ask for _____. Our phone number is 111-111-1111. Thank you and have a nice day.”
· Again, we do not to say on the message anything about the cremains!
· In the FINAL deceased patient medical note, write the following as an addendum: your initials, date, and if you talked to someone or if you left a message, and the amount of their balance (if they have one)
· Place the Pet Angel bag of cremains in the old pharmacy area in the appropriate cabinet
When owner’s come in to pick up the ashes: (Usually done by greeter)
· Owner walks in and says “Hi, I am here to pick up Fluffy’s ashes.”
·  Even if they do not say “ashes,” with the following steps you should be able to instantly see who and where Fluffy is!!
· The following is MANDATORY to say exactly as follows….
· “I can help you with that!” “What is your last name again?”
· Then pull up their account. At this time you will see that the pet is deceased and they are picking up the ashes and not their actual pet!!
· Check to see if they have a balance on the account from the euthanasia service. If they do, say the following:
· “I notice you have a balance on your account and I would be happy to take care of that for you at this time.”
· Process the payment
· Give the owner their receipt and say the following: “Here is your receipt I will be right back in a moment with Fluffy’s cremains.”
· Go grab Fluffy’s cremains and bring up front to owner. Hand over the cremains and say the following: “Here are Fluffy’s cremains. Again, I am so sorry for your loss and please let us know if we can do anything for you.”
· If they do not have a balance, just say the following after checking their account: “Please give me a minute and I will be right back up with Fluffy’s cremains.”
· Proceed to get the cremains and bring up to them. Once you hand over the cremains say the following: “Here are Fluffy’s cremains. Again, I am so sorry for your loss and please let us know if we can do anything for you.” 
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