ATTRACTING NEW CLIENTS TOOLKIT

WHY LAUNCH THIS CAMPAIGN?
This toolkit is intended to help hospitals acquire new customers. Growing your client base is important as customers:
· [bookmark: _GoBack]Move/relocate
· No longer need your service 
· Change to a “new” veterinary
· Get older 

New customers can help fuel your business, expand market share, and generate more revenue.

Key questions for every practice manager
· What is your monthly goal for new client acquisition? 
· How is new client growth vs. last year?
· Where do your clients come from?
· How is your online reputation? (GMB and Yelp)

REPUTATION MATTERS
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Potential clients are exceptionally sensitive to what people believe about your hospital and anything shared online. Launching a successful new client campaign requires time, energy, focus and a positive reputation in your community. The strategies outlined in this toolkit are only effective for hospitals with a favorable online ranking.

ATTRACTING NEW CLIENTS TOOLKIT

1.  CLIENT REFERRALS
· Actively market NVA’s referral program Share the Love to gain new clients (Help Tip: Download the Share the Love marketing tool kit on the GP connect here)
· Set a monthly new client goal for your hospital
· All Marketing materials available at Design Depot (more below)

Client Referral Resources
· Local Real Estate Agent:  Partner with a client who is also a local real estate agent to refer new residents. For every referral the client/agent earns $25.00 credit on their account and the new client gets $25.00 off their first visit
· Rescues and Shelters:  Identify rescues or shelters and become the referred veterinarian. In exchange for referral, shelters will receive a $25.00 donation
· Staff Members: Staff members are a great referral source! Create a contest among staff and team members to see who can bring in the most new clients. If goals are achieved, bring in lunch or give prizes to staff member who has the highest number of referrals.
· Friends & Family: Always ask to follow your Facebook page and refer

Graphic Resources
Marketing collateral is available on Design Depot (GreenTreeMarketing)
Login in with your NVA provided credentials. If you require a new login contact Marketing@nva.com

Choose your selected assets to start promoting the program: 
· Facebook banner
· Flyer
· Poster
· Referral cards
· Stickers
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WEBSITE
Promote the referral program as part of your website. 
NVA WEBSITE: 
· If you don’t currently have the referral program on your website, contact the Marketing Helpdesk marketing@nva.com to add it.  
· NVA Web Team will create a page on your website that talks about the program. The following text will be added: 


[HOSPITAL NAME] genuinely appreciates referrals and are honored by the number of clients who recommend us to their friends and family members.  Referring new clients to our practice is as easy as 1, 2, 3!
1. Tell your friends about us.
2. Make sure they mention you when they visit us.
3. You both get $25 off your next visit.
REFER YOUR FRIENDS TODAY AND EARN $25 PER REFERRAL!
· NVA Web Team will also add the program to your Promotions Page (see example below). 
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THIRD PARTY WEBSITE:
· Hospital manager must contact outside vendor to add the referral program to their hospital website


EMAIL
· Emailing your clients is the best way to promote the program and connect with a large audience
· Always get your client’s email when they are in for a visit – especially if they may want to refer friends to your clinic
· Let them know you’ll email them when they earn money so they can come spend it!
· It is recommended to send an e-blast to your existing clients to promote the Share the Love referral program every 3-4 months

Subject line: $25 for you, $25 for a friend

Email Banner

[image: C:\Users\Elena.Popovici\Desktop\Work Projects\SHARE THE LOVE\April 2020\Creative\Share the Love AllyDvm Banner- final 1.8.2020.png]
Dear Client,
Thank you for entrusting us with the care of your pets. We genuinely appreciate referrals and are honored by the number of clients who recommend us to their friends and family members.  Referring new clients to [PRACTICE NAME] is easy:
1. Forward this email to your friends and family.
2. Your friends receive $25 off their first visit when they show this email and mention your name.
3. You receive $25 credit on your account after your friend visits our clinic. This credit can be used during your next appointment.
REFER YOUR FRIENDS TODAY AND EARN $25 PER REFERRAL!
Schedule your appointment by calling [PRACTICE PHONE NUMBER] or BOOK ONLINE at www.HOSPITALURL.COM.
With warm regards, 

[PRACTICE_NAME]
[PRACTICE_ADDRESS]
[PRACTICE_CIT, PRACTICE_STATE PRACTICE_POSTAL_CODE]
[PRACTICE_PHONE_NUMBER]
[PRACTICE_WEBSITE]

ADDITIONAL INSTRUCTIONS: 
· If you use AllyDVM, this e-blast communication and banner image are already loaded into your account. Your hospital name, telephone number, client’s first name will automatically display into the communication
· If you use Vetstreet, you need to set up your own email campaign, using the communication above and the email banner. If you need help with log-in credentials or setting up the campaign, contact support@vetstreet.com
· If you use PetDesk and need help setting up this campaign, contact Kayla Hanono (kayla@petdesk.com) or Mackenzie Baird (mackenzie@petdesk.com)
· If you use any other client communication platform, use the email template above and contact your specific vendor for help, where needed
· NOTE: Don’t forget to send a THANK YOU email or mail a card every time a client is recommending a new client is referred to your practice

IN-CLINIC MARKETING
Post information throughout the clinic where clients will spend the majority of their time (lobby, exam rooms, bathrooms, check-in/check-out counter). Printed materials can be customized with your hospital’s logo, address, telephone number and website address at special prices on Design Depot (GreenTreeMarketing). Login in with your NVA provided credentials. If you require a new login contact Marketing@nva.com

Resources include:
· Flyers – post in-clinic and on community boards, at pet-friendly businesses/apartment buildings/shelters
· Business Cards – provide to clients & hand out to team members to use while out and about in the community
· Stickers – add to invoices, pharmacy bags, distribute at special events, open houses, etc.

FLYER:
· Use flyers on-site by including in counter stands with the referral cards. You can also hand them to clients, staple to the back of invoices, share them with your community partners and at events.
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CLIENT REFERRAL CARDS: HIGHLY RECOMMENDED
· Make sure your clients walk out with a handful of referral cards every time they leave your location – this is the easiest way for them to share the love with friends and family! 
· You can also staple a couple of cards to invoices / receipts
· Your employees can also share the cards with their friends and family. You can credit their account, or choose a unique incentive for employees who share the love
· Note: It is recommended to use referral cards only post COVID-19 pandemic
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SOCIAL MEDIA
· Facebook is a quick, easy and free resource for promoting your business & all that you offer, including Share the Love Referral Program
· Social Media post and banner can be shared on your hospital’s page regularly to remind your community about your client referral reward!
· The Facebook banner and post can be downloaded from Design Depot

FACEBOOK POST




		FACEBOOK BANNER


· See below a hospital example promoting the Share the Love Referral Program: 
We are excited to announce our “Share the Love” referral program!
Existing clients: Receive a $25.00 credit for every new client you refer to us, using the new “Share The Love” referral cards. The new client will receive a $25.00 discount off of their first exam at our clinic! Pick up referral cards at your next visit!
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· If you need help posting on Facebook, review the PDF below for step-by-step instructions 



ON HOLD MESSAGING
· Recording Script: 
· “We’ll give each new client you refer to us $25 off of their first visit, right then and there. And, you’ll get a $25 credit on your account, too. When you Share the Love with our referral program, everyone wins!”

STAFF TALKING TIPS:
· Your team will make all the difference in the success of the referral program.  Help them feel comfortable and excited to talk about the program with clients. 
· Discuss with your team that ultimately the program helps your clients provide better care for their pets by helping them offset costs using their Share the Love earnings.
· Notify your clients when they have a credit on their account from referring clients to your practice. 
· Script: “You are all set for Monday at 3:00. You have $50 in your account to use at that time from sharing the love with our referral program!”



2. COMMUNITY ENGAGEMENT AND OUTREACH
· Foster community partnerships with like-minded business, organizations, and social groups to increase potential client interest
· Grow pool of clients through community interactions and outreach
· Solidify and retain clients through active community engagement 
· Brainstorm with your team for new ways to meet and engage with potential new clients

Outreach Sources
· Military Bases: Create an active or retired military promotion professional services for active and retired military personnel.  Advertise on military communities or on base if possible
· Senior Living Communities:  Go to the communities on Wednesday (Wellness Wednesday) Offer FREE exam for new client and then 10% off all professional services for each return visit. 
· New Apartment Complexes: Partner with the management company of the new condo complex to become the referred veterinarian. Leave a flyer with information about your hospital with an offer.  Ex: Free first exam or 50% off. 
· Identify rescues or shelters and become the referred veterinarian. In exchange for referral, offer some type of free or discounted service to the organization. Ex: Free first exam or 50% off exams.  
· Cross Promote: other businesses in your area
· Partner with pet-friendly businesses & condo communities

Outreach Activities*
1. Participate in local charity walk or run and get your hospital name out there & team build
2. Attend Chamber of Commerce meetings – extend your relationships with other businesses that are looking to partner ()
3. Yappy Hour - host special discount hours for target groups: college kids, seniors, singles, etc.
4. Microchips & Salsa – host special event(s) in April during Microchip week. Reach out to Marketing for custom collateral (such as shown below
5. Caturday - target cat owners for special day of services (post flyers on community boards, at local pet shops/training facilities, social media). Include with your on-hold message.
6. Host open house/fundraiser co-sponsored with a local shelter (not recommended during COVID 19)
· How many new visits do you need to break even?
· Partner with 3rd Party Vendors to help drive interest (free goodies) and cover costs
· Whole team participation (highlight what makes you special)
7. Claim business on next door, get tagged and they can respond with offer (instructions below)
· Claim on your business on NextDoor
· Tag your business on Nextdoor
· Business FAQs on Nextdoor

* Activities subject to a return to normal business conditions & when appropriate and permissible

Helpful hints for participation in local community event
· Highlight what makes you special (hospital/doctors why)
· Partner with 3rd party vendors for everything from splitting costs, free swag, product, etc. 
· Plan ahead!
· Calculate the # of clients you would need to obtain to break even before promising to an event
· Don’t’ underestimate the time commitment – includes planning as well as attending
· Costs include: labor, materials, participation fee, etc.
· Create a special offer to share at event/community outreach with code to track where clients hear about you
· Distribute collateral that highlights services/expertise and how to easily book an appointment (OBT) or even bring iPad to book them in the moment
· Collect contact information to follow up post-event (incentive with free raffle)

Need Marketing Materials?
Create engaging collateral to attract potential clients. Dynamic materials increase the likelihood community-made contacts will reach out or follow up with you. Share your Why and drive interest with a custom designed brochures, flyers, rack cards, or other (examples shown below).

· Contact Marketing@nva.com for support and creation of custom collateral (fees may apply)

Examples shown below
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[image: ]


WEBSITE
Post special offers on the Promotions page on your website (see example below).
· Contact Marketing Helpdesk marketing@nva.com to add your customized offer
· Best practices: Limit the number of client specials on your website to no more than three. Vary them monthly, quarterly or as needed. 
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THIRD PARTY WEBSITE:
· Hospital manager must contact outside vendor to add any client specials to their hospital website

SOCIAL MEDIA
· Add your special offer to the ‘offers’ tab on Facebook
· Create coupons and discounts right from your Facebook business Page 
· People who save your offer will automatically receive reminder notifications before it expires so they don’t forget to use it
· You can include a coupon code and assign a code in your PMS and train your staff
· Boost your offer and target potential clients in a 1-5 mile radius
· If you need help posting on Facebook, review the PDF below for step-by-step instructions 





3. PAID SEARCH (Google Paid Ads)
Why paid search? 
Paid Search is a type of online advertising where search engines such as Google, Yahoo, Bing, etc. serve ads to online persons based on their search behavior. Online advertising is great as you only 1) pay when someone clicks on your ad and 2) target those individuals in your immediate geographic area searching for businesses with similar services - meaning they are a potential new client!

Factors to consider if you should I do Google Ads?
1. Are you organically ranking #3 or lower in search results?
2. Do you have a minimum of 4-star rating on Google & Yelp?
3. Do you have an extra $500/month in your budget?
4. Are you on the NVA Website Platform? If you answer yes to all four questions, contact your MBP if you are a good candidate. 
See below an example of a Google Ad. To discuss further and/or start advertising online contact Marketing@nva.com or your Marketing Business Partner.
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Discount for New
Clients

$25 OFF FIRST EXAM

We are happy to offer $25 off your first
exam for new clients. Cannot be
combined with any other offer, and
must mention discount during time of
scheduling. See Hospital Manager for
more details.

Thank A Vet
Special

10% DISCOUNT WITH CARD

Receive a 10% discount upon presenting
a "Thank A Vet" discount card! "Thank A
Vet" cards are issued through the county
clerk with proof of original discharge
papers, and provide discounts to local
businesses.

Referral
Program

SAVE $25

Our referral program provides us with
the opportunity to give back to our loyal
clients for continuing to help our
practice grow with a $25 credit. See
Hospital Manager for details.
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We love meeting new friends!

Bring in this card to redeem $25
off your first visit.





(We can only credit their account if we know who they are!)

LOCATION NAME
ADDRESS

PHONE

WEBSITE URL

*Offer only valid for new clients upon first visit
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Share the love, refer your friends

They receive $25 off You receive $25
Tag a friend (or TWO)) their first visit when fo use during
they show this post your next visit

LOCATION NAME
ADDRESS
PHONE
WEBSITE URL

*Offer only valid for new clients upon first visit
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STEP BY STEP  INSTRUCTIONS TO UTILIZE FACEBOOK APRIL 2020.pdf


STEP BY STEP INSTRUCTIONS TO UTILIZE FACEBOOK APRIL 2020.pdf
FACEBOOK GUIDE
WHEN YOU SHOULD USE GUIDE:

Upload a post to Facebook
Schedule a post in advance
Pin a post at the top of your timeline

Change your Facebook cover page

INSTRUCTIONS TO UPLOAD A POST TO FACEBOOK

e Step 1: Log into your Facebook hospital page and you will land on the Home
e Step 2: From your Home page, locate Create a Post section below the hospital image
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® Step 3: Type your message. Facebook recommends creating a brief message no more than 1-2
paragraphs long.

® Step 4: Upload a photo/video. Locate the photo you wish to upload on your desktop or in a
folder. Once you are done uploading the image, click on POST. Your Facebook post will be visible
in a few seconds.
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INSTRUCTIONS TO SCHEDULE A POST IN ADVANCE

Step 1: Go to your Facebook page as if you were going to post something right now. Once there, click on
“Creator Studio” link
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u Post scheduling and additional options are available in Creator Studio.

Boost Post

Step 2: Once in Creator Studio, you should automatically be on the FB tab. You can click on “Create
Post” in the top left corner. Once there, click on “Create Post” again in the dropdown
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Step 3: Create your post and include any pictures/videos/feelings/etc. as you would normally. Then,
click on the down arrow next to the publish button and choose when you want your content to post





Step 4: From there, click schedule and you’ll be good to go!

Step 5: To check on scheduled posts, go to Content Library (left vertical navigation bar) and click on
scheduled, which is a column on the top
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Step 6: To switch from Facebook to Instagram, you simply click on the Instagram icon in the top center
of the page
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Step 7: From there, you will upload your creative asset and write the caption. When posting on
Instagram, you can also choose to schedule it to Facebook (two birds, one stone!). Follow the same

instructions for scheduling by using the down arrow next to the publish button, choose the date and
time.
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INSTRUCTIONS TO PIN A POST AT THE TOP OF THE TIMELINE

e Benefits of pinning a post:
o Post stays at the top of the Timeline for 7 days, without slipping down as the hospital
uploads more posts
o Itallows your practice to drive visibility towards key posts such as COVID-19 updates
o Pinned posts get more visibility than regular posts

e What you need to know:
o A pinned post is located at the top of your Facebook Timeline
o Only 1 post can be pinned at any given time.
o A pinned post will stay at the top of the Timeline for 7 days. If you want the post to be
pinned at the top for longer periods of time, you will need to pin the post again after
initial 7-day period.

Steps by step instructions to pin a post

e Step 1: Log into your Facebook hospital page
e Step 2: Select POSTS from the left hand side of the navigation menu
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e Step 3: Find the post you wish to pin to the top of your page.
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Step 4: Click on the 3 dots (right hand side of the post) and select “Pin to Top of Page”.
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INSTRUCTIONS TO CHANGE FACEBOOK COVER PAGE

e What is a Facebook cover photo? A cover photo is the larger photo at the top of
your profile, above your profile picture. Like your profile picture, cover photos
are public, which means anyone visiting your profile will be able to see them.

e Steps by step instructions to change the cover page

Step 1: From your News Feed, click your name in the top left corner.

Step 2: Hover over Update Cover Photo in the top left of your current cover photo.
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Step 3: Click Update Cover Photo. If you don't currently have a cover photo, click Add Cover
Photo.
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Step 4: Click Upload Photo... to upload a new photo from your computer, Select Photo to pick
a photo from one of your Facebook albums, Create a Collage or Select Artwork.
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Step 5: Once you choose a photo, you can reposition it by clicking the image and dragging it up
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Step 6: Click Save Changes.
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Microchip
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Animal
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Wednesday,
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7:00-8:00PM
$44.99 (2 5.0 savings!)
includes chip implantation
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Home Again's Pet Recovery
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Animal Clinic of
Farmers Branch

Join us at our
new location! i

STARTING MONDAY, MARCH 2ND, 2020
13990 N. Stemmons Freeway, Suite 100,
Farmers Branch, TX, 75234
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Our Current Special 0ffers

Military
Discount
10% OFF

Our veterinary practice would like to
thank active military and veterans for
their service by offering a 10% discount
n exams. See Hospital Manager for
more details on your next visit.

Senior
Discount

10% OFF

Growing older has s perks. Our
Veterinary practice gladly offers senior
citizens a 10% discount on exams. See

Hospital Manager for details.




STEP BY STEP INSTRUCTIONS TO UTILIZE FACEBOOK APRIL 2020.pdf
FACEBOOK GUIDE
WHEN YOU SHOULD USE GUIDE:

Upload a post to Facebook
Schedule a post in advance
Pin a post at the top of your timeline

Change your Facebook cover page

INSTRUCTIONS TO UPLOAD A POST TO FACEBOOK

e Step 1: Log into your Facebook hospital page and you will land on the Home
e Step 2: From your Home page, locate Create a Post section below the hospital image
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® Step 3: Type your message. Facebook recommends creating a brief message no more than 1-2
paragraphs long.

® Step 4: Upload a photo/video. Locate the photo you wish to upload on your desktop or in a
folder. Once you are done uploading the image, click on POST. Your Facebook post will be visible
in a few seconds.

# Create Post

frese We are open!|

]

5 Photo/Video ° Get Messages

© creckin %) Feeling/Activity

-
¥ Watrh Party (@) <unnart Nonnrafit

n Post scheduling and additional options are available in Publishing Tools. l

[ Boost Post m

INSTRUCTIONS TO SCHEDULE A POST IN ADVANCE

Step 1: Go to your Facebook page as if you were going to post something right now. Once there, click on
“Creator Studio” link





# Create Post

[ PhotoiVideo © Get Messages
© checkin ) Feeling/Activity

2 Whbnh Darke

u Post scheduling and additional options are available in Creator Studio.

Boost Post

Step 2: Once in Creator Studio, you should automatically be on the FB tab. You can click on “Create
Post” in the top left corner. Once there, click on “Create Post” again in the dropdown

e .I'i Creator Studio ﬂ
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Step 3: Create your post and include any pictures/videos/feelings/etc. as you would normally. Then,
click on the down arrow next to the publish button and choose when you want your content to post





Step 4: From there, click schedule and you’ll be good to go!

Step 5: To check on scheduled posts, go to Content Library (left vertical navigation bar) and click on
scheduled, which is a column on the top

+ Upload Videos

Q

Content Library > Posts

Al Pasts Al Published Scheduled Drafts Expired

B Content Library

B Post Type: All » B mitime w T Filters »
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Step 6: To switch from Facebook to Instagram, you simply click on the Instagram icon in the top center
of the page

= 3§ Creator swaio

& Content Library

+1more ¥

&”5”3 Content Library - Posts

All Content Video Photo Carousel Stories

Step 7: From there, you will upload your creative asset and write the caption. When posting on
Instagram, you can also choose to schedule it to Facebook (two birds, one stone!). Follow the same

instructions for scheduling by using the down arrow next to the publish button, choose the date and
time.





PetSuites Atlanta-Roswell

% - Postto Instagram

Your Post Add Content  * PostInfo

Sample Post

Add Location

Post to Facebook

~ #. PetSuites Atlanta - Roswel Publisn

INSTRUCTIONS TO PIN A POST AT THE TOP OF THE TIMELINE

e Benefits of pinning a post:
o Post stays at the top of the Timeline for 7 days, without slipping down as the hospital
uploads more posts
o Itallows your practice to drive visibility towards key posts such as COVID-19 updates
o Pinned posts get more visibility than regular posts

e What you need to know:
o A pinned post is located at the top of your Facebook Timeline
o Only 1 post can be pinned at any given time.
o A pinned post will stay at the top of the Timeline for 7 days. If you want the post to be
pinned at the top for longer periods of time, you will need to pin the post again after
initial 7-day period.

Steps by step instructions to pin a post

e Step 1: Log into your Facebook hospital page
e Step 2: Select POSTS from the left hand side of the navigation menu
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e Step 3: Find the post you wish to pin to the top of your page.
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In light of all that has taken place in the past week in response to the
Coronavirus pandemic, we want you to know Bay Glen Animal Hospital is
here for you and your pet. For anyone that has been affected by COVID-19
our hearts go out to you and your loved onas.

As pet lovers and owners ourselves, we know that it is extremely important
that your pet still receive the care that they need during this time. We want to
ensure our clients that the safety and well-being of our empl...

Get More Likes, Comments and Shares
This post is performing better than 95% of other posts on yvour Page. Boost it
to get more great results.
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Step 4: Click on the 3 dots (right hand side of the post) and select “Pin to Top of Page”.
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INSTRUCTIONS TO CHANGE FACEBOOK COVER PAGE

e What is a Facebook cover photo? A cover photo is the larger photo at the top of
your profile, above your profile picture. Like your profile picture, cover photos
are public, which means anyone visiting your profile will be able to see them.

e Steps by step instructions to change the cover page

Step 1: From your News Feed, click your name in the top left corner.

Step 2: Hover over Update Cover Photo in the top left of your current cover photo.
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Step 3: Click Update Cover Photo. If you don't currently have a cover photo, click Add Cover
Photo.
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Step 4: Click Upload Photo... to upload a new photo from your computer, Select Photo to pick
a photo from one of your Facebook albums, Create a Collage or Select Artwork.
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