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COVID-19 Intra Team Management
Each site should make a determination as to whether they can provide a work environment for their teams that complies with their legal obligations to protect employees from known hazards, including COVID-19. Additional information can be found on the NVA emergency website.

The below risk levels guide should be utilized when determining if an employee of the hospital should be coming into the hospital for work on any given day.
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· If an employee is feeling unwell, they should stay at home in order to reduce possible exposure to the team

· Employees with High and Medium risk levels should stay home from work

· Employees in the range of Low to Virtually No Risk should come into the office ensuring to wear appropriate PPE (masks and gloves) as supply allows
· If PPE supply is lacking, make use of makeshift masks such as bandanas


Physical Distancing:
All employees should take the necessary precautions to maintain 6 feet of distance from each other when possible and to wear appropriate PE when not possible.  
· All employees should wear appropriate PPE and avoid direct contact with each other to ensure that risk is mitigated when adequate social distancing isn’t possible amongst employees 
· Tape or other markers should be utilized in the work area to mark areas in the office where 6 feet social distancing can be achieved and to remind of boundaries so employees can maintain 
appropriate distancing

Lunch:
· Employees should exit the hospital when eating lunch when possible 
· Employees should not be eating lunch together unless maintaining 6 feet of distance. Even with 6 feet of distance, additional precaution should be taken as they will not be wearing appropriate PPE
· Re-apply PPE before entering the hospital

Team Meetings:
Team meetings should be hosted with at least 6 feet of distancing.
· If hospital space is limited, you can host meetings outside
· The best option for team meetings is to utilize Zoom for video / audio conferences

Use of Office Gear / Supplies:
Ensure the use of proper PPE when using office gear / supplies such as computers, medical equipment, cabinets, and payment processing systems.
· If possible, individuals should be allocated supplies for items such as pens, pencils, notebooks, etc. so that they do not need to be shared

Additional Notes:
· All employees should wash their hands diligently at the beginning of the day before applying PPE and at the end of the day after removing PPE
· If PPE supply is out, ensure to wash hands and use hand sanitizer throughout the day (after each appointment, before/after lunch, before / after using shared supplies / gear, etc.
· [bookmark: _GoBack]Post signs and reminders throughout the hospital to remind the team and any clients that come into the hospital of social distancing and handwashing expectations

COVID-19 Outdoor Client Interaction Management
Each hospital must take precautions related to outdoor client interaction in order to keep both employees and clients safe and slow the spread of COVID-19. 
Please make sure to review the Curbside Service Best Practices Guide attached below to fully understand the outdoor service process.


[bookmark: _MON_1649058360]        
When Offering Curbside Service:
· Ensure that all employees are wearing appropriate PPE and are trained on curbside protocols
· If utilizing an outdoor station, create tape/chalk marks on the ground to show clients how close they can stand to ensure proper 6 feet distancing
· Hygiene partitions can be ordered for the outdoor station in order to decrease risk of infection
· Ensure proper 6 feet distancing from the client when retrieving the patient from their car. Ask the client to open the car door themselves and take the patient out of the car
· Consider the same social distancing protocols when dropping the patient back off at the client’s car after the appointment / procedure

If Not Offering Curbside Service:
· Mark the ground from the entrance with tape/chalk in 6 foot increments to note proper social distancing for clients when waiting in line to enter the hospital
· Ensure the first tape/chalk mark is 6 feet from the single-entry door
· Post signs outside of the hospital’s single-entry door to ensure that the queue takes note of the tape and reminds of the importance of social distancing
· Post additional signs to note the limited number of clients allowed in the hospital at once and to not come into the building until an employee retrieves them
· Once the hospital reaches capacity, customers should be admitted on a 1-out-1-in basis

Outdoor Euthanasia:
· The hospital can offer outdoor euthanasia if it has a private, calm, outdoor area 
· Set up a sanitary work station and ensure proper distancing can be achieved by marking a waiting area for clients within view (using tape or chalk)
· If clients need to walk through the hospital to get to the private outdoor area, ensure indoor social distancing protocols are followed
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Curbside Best Practices



WHY OFFER CURBSIDE SERVICES? 

Offering curbside services during the COVID-19 pandemic will allow you to continue providing care for your patients while ensuring your team’s safety. We have put together an outline of the actions you should be taking when implementing curbside services.





HOW TO OPERATIONALLY PREPARE FOR CURBSIDE SERVICES? 

· Determine and outline the curbside protocols based on the operating status of your practice (Full Services, Emergency Services, Non-PPE Services, Emergency Services Only)

· Identify and order necessary PPE and equipment

· PPE and Equipment Examples include: masks, gloves, gowns, disposable leashes, portable credit card terminals, tablets and sanitation supplies

· Utilizing a tablet for e-signature will prevent exposure as you can sanitize it after every use

· Refurbished tablets can be purchased through Amazon

· Train team on all curbside protocol and procedures 

· Ensure CSRs understand how/what to communicate to the clients by providing talking points and phone scripts

· Set up station outside for check-in/out

· Recommended supplies for outdoor station include: a pop up canopy with table and chairs, lap top/tablet, hospital cell phone, clipboards, disposable pens, gloves, masks and sanitation supplies

· Note: Outside attendees should be wearing appropriate PPE

· Tip: Walkie Talkies can be a great tool to communicate with the staff inside the hospital
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· Create consent forms that can be sent to the clients for completion prior to arrival 

· Note: Jotform.com is a good resource that allows you to upload existing client and admission forms or create new ones. These can be emailed to your client for completion prior to their arrival. 

· Visit: https://www.jotform.com/ for information

· 

Click Here for a basic How to create forms using Jotform video

· Create curbside signs to post outside your clinic to direct clients through the process. This may include arrival notification processes and numbered parking spots.

· Post photos of different animals at each parking spot and ask the client to notify the CSR/Technician of which animal they are parked in front of

· Tip: Post signs with your online pharmacy/home delivery information in the parking lot for your clients to read while they wait in their vehicle



HOW TO COMMUNICATE DROP OFF SERVICES TO CLIENTS: 



· Click Here or on the below PDF image to access the Curbside Drop off and Pick up Kit which includes the following:





· Email messaging template

· Website messaging

· Social Media posts 

· On hold messaging 

· Flyers





CURBSIDE SERVICES PRE-VISIT GUIDELINE: 



· GUIDELINE FOR APPOINTMENT SCHEDULING 

· When clients call the clinic to schedule an appointment, CSRs instruct them of new curbside procedures, including calling and/or texting the front desk when they arrive at the hospital and accepted forms of payment

· Offer two way texting if available in your clinic

· CSRs confirm client’s e-mail and telephone number (preferably cell) to use for the appointment

· If your hospital is utilizing a communication platform such as Zoom, ensure the client has the link information ahead of time

· You can often post a link to your Zoom meeting room on your social media page

· Email clients a copy of the check-in instructions and any links at time of booking appointment AND during reminder call. Have templates and easy to send from your PIMs.

· CSRs email client curbside service instruction email and all necessary forms that must be completed and returned via email 1-2 days prior to examination. Ask them to submit questions on the morning of appointment. 

· Necessary forms include: new client, authorization for sedation/surgery/anesthesia, authorization for dental procedure, curbside history and euthanasia consent forms   

· Click Here to access an example of curbside history form

· Click on the below word document to access the Curbside Client Instructions email

       



· If applicable, email paw plan brochures for clients to review

· If your clinic experiences parking constraints, consider offering drop off exams

· CSRs instructs client to reschedule the appointment or send a healthy family member/friend to accompany the pet if they are feeling ill or experiencing flu like symptoms

· Walk through what the client can expect both when scheduling the appointment AND during reminder calls

· Remind client all dogs should be on a leash and all cats in a closed carrier

· Let clients know that staff will not enter their vehicle for safety reasons, please get the pet out of the car for the staff member





· GUIDELINE FOR APPOINTMENT CONFIRMATION

· Review preferred communication method to use during the visit (text message or phone call)

· Remind the client to call or text the front desk when they arrive

· Instruct the client to provide parking location details (parking spot #, if available and vehicle description with license plate)

· Remind client to bring a cell phone to their visit to communicate with the staff

· Review patient retrieval and appointment process and acceptable payment methods



CURBSIDE SERVICES CHECK-IN AND TREATMENT GUIDELINE

                              

· When the client calls or texts to announce their arrival, the CSR/Technician requests any additional needed patient history/information including SOAP over the phone

· Tip: If your hospital is utilizing an outdoor station with tablets please see “How to use Google Doc for Curbside check-in” under Additional Resources below

· CSR/Technician reviews the patient medical chart while they are on the phone to address any past due services or refills

· CSR/Technician documents patient history and SOAP in the patient’s medical file

· CSR verifies that all necessary forms have been completed

· If the client still needs to complete necessary forms, notify the client of the 2 available options: 

1. CSRs can send the forms via email or text (using jotform) 

2. Client completes form on hospital cell phone or tablet 

· Note: Ensure proper PPE and sanitation 

· CSR asks client what form of payment they will be using and tries to collect credit card information prior to appointment over the phone to help expedite check out

· CSR/Technician informs client of retrieving patient protocols



· Canine patient protocol:

· Client is asked to exit their vehicle with their dog to allow the technician to retrieve them using a washable hospital slip leash

· Put a second slip leash on the dogs to prevent accidental collar slips during team member handling

· Once the patient is secured with the slip leashes ask the client to remove the dog’s personal collar and leash

· If the patient is immobile, client is asked to exit their vehicle and technician retrieves patient while wearing a gown, gloves and mask

· Team should remain 6 feet away from client while retrieving patient

· Team member brings patient into the hospital for their examination

· Feline/pocket pet protocol:

· Client is asked to exit their vehicle with their pet safely inside a carrier

· Client is asked to place the carrier safely on the ground to allow technician to pick them up while wearing a mask and gloves

· Team member should remain 6 feet away from client while retrieving patient

· Team member brings patient directly into an exam room and places the carrier safely on an area that can be disinfected after the examination

· CSR/Technician obtains client vehicle and parking location information

· Clients are instructed to wait in their car (if parking is available) or drop off their pet if drop off exams are an option 

· Post (or during) examination, Technician or DVM calls or video chats with the client to discuss findings and treatment

· Utilize cameras, phones, and video to send pictures of problems, findings, and demo videos to owners. Cheap tri-pods can be purchased from Amazon so that you do not have to utilize additional team members as camera holders. 

· If surgery was performed, DVM or Technician calls owner to review discharge instructions and arranges a pick up time

· Technician or DVM gains treatment approval and documents in the patient’s medical file

· DVM/Technicians completes treatment and fills any necessary medications





CURBSIDE SERVICES EUTHANASIA GUIDELINE

· CSR asks client to call or text the front desk when they arrive at the hospital

· CSR/Technician obtains client vehicle and parking location information

· CSR/Technician informs client of retrieving patient protocols (see above)

· If your hospital is allowing the client to enter the practice, ensure you are following the social distancing protocols

· Prep the entire exam room in advance with everything needed to avoid team members needing to go in and out

· Provide the client with a mask and gloves to wear before entering the hospital

· Take the client directly to an exam room if social distancing procedures allow for this

· Notify them that you will be bringing the patient to the treatment area for the DVM to perform the exam and set a catheter

· Use IV extension set to allow the DVM to administer medication while practicing social distancing

· Everyone only enters and exits the exam room one time. Staff can then immediately wash hands, change PPE, and change scrubs if necessary afterwards

· Offer outdoor euthanasia if you have a private, calm area at your hospital



CURBSIDE SERVICES CHECKOUT GUIDELINE 

· Step 1: Technician/DVM calls or video chats with client to go over care instructions and answers any questions client may have

· If the client requires visual instruction for administering medication, brushing pets teeth or trimming their nails, DVM/Technician offers to send the client a video clip or perform example behind a glass window or door at the hospital

· Discusses any additional needs – dietary, heartworm prevention, flea medication per hospital protocols

· If applicable, submits/orders declined or medication refills for client through hospital’s online pharmacy

· Notify the client that they will be receiving an email from your online pharmacy where they can process payment and set up shipment which will allow the client to order at a later date

· Tip: Encourage the client to enroll in auto ship 

· Step 2: Technician/CSR schedules FA and collects payment over the phone

· Cash/check payments are not recommended to limit exposure to COVID-19

· Offer Care Credit, Scratch Pay and Paw Plans for clients with financial concerns

· If client isn’t comfortable paying over the phone, utilize a portable credit card terminal or web based platform such as fusebox when possible

· If this isn’t possible, ask the client to hold their credit card up to their window and hand key the information into your system

· If you need to physically collect the client’s credit card, ask them to drop it into a zip lock bag and hand key the information into your system to prevent exposure

· If client is comfortable, offer to store their credit cards on file in PIM 

· Step 3: Email client receipt and treatment plans/estimates if the DVM is recommending additional treatment

· Thank the client for being flexible, for understanding and for continuing to trust you with their fur family

· Step 4: CSR/Technician creates report card with discharge instructions and emails it to the client

· This should include instructions on making next appointment and when appointment will be due

· Utilize telemedicine for recheck where appropriate and note as an option for the next appointment



CURBSIDE REFILL AND MEDICATION PICK-UP GUIDELINE

· CSR notifies client that a team member will call them when their pet’s products/medications are ready for pickup

· After refill is approved by DVM, Technician fills request

· CSR/Technician calls client to notify them the items are ready for pickup and reviews dosing instructions/RX label over the phone 

· CSR/Technician collects payment over the phone 

· Cash/check payments are not recommended to limit exposure to COVID-19

· Offer Care Credit, Scratch Pay and Paw Plans for clients with financial concerns

· CSR/Technician emails receipt 

· CSR/Technician explains process for picking up medication/product

· Instructs owner to call the hospital when they arrive

· Explain drive up window process (if applicable) 

· When client arrives to pick up the order, CSR/Technician delivers it to their vehicle, and requests that they lower the window or open the trunk to keep everyone safe

· Tip: Offer pick-up hours and assign an employee curbside to deliver medications and food right to the owners in a “fast food style” pick up. 



=

ADDITIONAL CONSIDERATIONS

· Consider creating a hospital YouTube account where you can post instruction videos for your clients

· Upload step by step curbside services informational posts on social media, including photos and videos

· Continue promoting your online pharmacy through email, website, on hold/after-hours messaging, and social media. Click here for available posts Online Pharmacy Social Media Content



ADDITIONAL RESOURCES (click hyperlink or document to access): 



· How to use Google Doc / Tracker for Curbside check-in









· Emailing from Avimark Instructions

· OBT Resources

· Change of Hours Toolkit
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How to use JotForm to create digital forms for your clients 



 



1. Visit: www.jotform.com to create an account  



 You can create 5 forms for free   



 If you need more than 5 forms, they offer several different levels of membership you can 



purchase 



 They are currently offering free unlimited HIPPAA accounts for COVID-19 responders that 



you could apply for through the website 



 



 



2. Once you have created your account, there are three different ways to design forms after 



clicking on the green “Create Form” button. 



a. Start from Scratch 



i. You create your form using the tools provided by Jotform 



b. Use Template 



i. Choose from hundreds of templates available that you can alter to meet your 



needs (they offer several pre designed veterinary templates) 



c. Import Form 



i. Drag/Drop or Upload a form from your device.  



 





http://www.jotform.com/








 



 



 



 



3. Jotform offers a variety of form elements that make editing and building your document very 



easy.  They appear on the left side and include basic elements, payment options and widgets 



 











 



4. After you are done creating your form.  You can change settings, which is the middle button on 



the orange bar at the top.  



a.  Setting options include form settings, conditions, email, mobile notifications, 



integrations and the option for a Thank You page that clients will see at the end of your 



form. 



 



5. Once you are done editing your settings, you click publish which is the last option at the top on 



orange bar. 



6. All of the forms you create are stored on the home page which you can access through the 



JotForm app on your tablet or IPad or directly through the website. 



7. How to share the form with your clients prior to arrival: 



a. After you click publish a link to your form will be created. This link can be added to your 



website, sent by email or text message. 



i. Tip: The link to your New Client form can be added to your Vetstoria (OBT) 



appointment confirmation email to encourage client to complete it. 











 
 



b. Your client would then click on the link to access the form 



c. After the client completes and submits the form, the information will be sent to the 



designated email under the forms settings.  



          
 



d. The form can then be downloaded/saved or printed and attached to patients chart 



 



8. How to implement during an appointment: 



a. The CSR/technician pulls up the form on the iPad or cell phone and takes it to the car for 



the client to fill out.  Once back inside, the iPad is sanitized between use.  The 



completed form is then automatically emailed to the hospital email address which is 



then attached to the patient’s chart. 
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WE ARE OPEN- CURBSIDE DROP-OFF AND PICKUP 



 



WHEN YOU SHOULD USE THIS TOOL KIT: 



 



YES You are open  



YES You transitioned to curbside drop-off and pickup ONLY  



YES You want to share COVID-19 guidelines 



YES/NO Your hours have changed 



YES/NO Your services have changed. 



 



 



WHY THIS HELPS. 



Communicate to clients you are open but offer curbside drop off and pickup only.  



Plus standard COVID-19 policies including do not come if sick.  



 



WHAT IS IN THIS TOOL KIT? 



 



1. Website banner messaging 



2. Social media posts  



3. Email language (template) 



4. On hold messaging 



5. Flyers 



 



 



 



 



 



 



WE ARE OPEN- CURBSIDE DROP-OFF AND PICKUP 



 











1. WEBSITE BANNER MESSAGING 



NVA PLATFORM: The following banner messaging can be added to your NVA powered website on your 



behalf. Email the Marketing Helpdesk (marketing@nva.com) and request this message to be added on 



your NVA powered website.  



We are open to provide care! In order to keep our staff and pet parents safe during the COVID-19 



outbreak, we are implementing new procedures. We now offer curbside drop-off and pickup ONLY, 



limiting access to our lobby. Upon arrival to our clinic please remain in your car and call us. We will give 



you instructions on how to proceed at that time. If your pet needs medical care or if you need to pick up 



medication or food, please call us ahead of time for more details. If you experience flu like symptoms, 



please call us to reschedule or discuss alternative arrangements. Thank you! 



OUTSIDE VENDOR: Hospital manager to send above communication to outside vendor to add messaging 



to the website:  



 



2. SOCIAL MEDIA 



 To notify your clients that you are open during the COVID-19 outbreak but have new admittance and 



checkout procedures, use the below Facebook banners and social posts.  



 We recommend pinning your Facebook post at the top of your timeline which makes it visible for 7 



days. Instructions how to upload a post and pin it can be found in the same location as the social posts 



and banners 



 The banner, social  images and instructions on how to pin your post are located 



Emergency.NVA.com, Site Leaders, Resources, General Practice, Marketing Tool Kit, Social Media 



Option # 1: Facebook banner 



 



 



 



Option # 2: We are open with curbside drop-off and pickup only!  



 Our clinic remains open during the COVID-19 outbreak! At this time we are limiting access 
to our lobby and implementing new drop-off and pickup procedures! Upon arrival at our 
practice please remain in your vehicle or outside of the hospital and call us. After receipt of 
the call our staff will either check you in as soon as possible from outside of the hospital, 
drop off the food or medication or provide you with additional details. If you are feeling ill 
or experiencing flu-like symptoms and have an upcoming appointment, please call us to 





mailto:marketing@nva.com


https://emergency.nva.com/








reschedule or make accommodations with a friend of family member to bring in your pet at 
our clinic. Thank you for understanding! 



 Use the below Facebook post located on Emergency.NVA.com , Site Leaders, Resources, 



General Practice, Marketing Tool Kit, Social Media  



 
  



3. EMAIL TEMPLATE 



 



Please review the below communication and edit information to make it relevant for your practice. If you 



do not offer online pharmacy, please remove the relevant text.   



 



 



 



Subject line: CURBSIDE DROP-OFF AND PICK-UP INSTRUCTIONS! 



 



 
Dear Clients,  



 



The health and well-being of your pet is our top priority. As news of the coronavirus (COVID-19) in our 



community continues to develop, we are taking extra precautions to ensure the health and safety of 



humans within our facilities.  



  



At this time, our clinic remains open and is operating under [MENTION IF YOUR CLINIC OPERATES 



UNDER REGULAR OR ADJUSTED BUSINESS]. However, we are restricting access to our lobby and 



adjusting our check-in and checkout procedures to keep our hospital staff and clients safe during this 



pandemic. We kindly ask that you follow the below steps for the safety of all:  



 





https://emergency.nva.com/








 If you are healthy and have an appointment, upon arrival at our clinic, PLEASE REMAIN IN 



YOUR VEHICLE OR OUTSIDE THE CLINIC AND CALL US.  After receipt of the call we will check in 



your pet as soon as possible from outside of the clinic. We kindly ask that you remain in your car 



during the entire time your pet is receiving medical care at our facility. 



 If you need to pick up food or medication, PLEASE REMAIN IN YOUR VEHICLE OR OUTSIDE THE 



CLINIC AND CALL US. We will coordinate payment with you over the phone deliver the order to 



your car as soon as possible. Pet food and prescription refills can also be ordered ONLINE at 



[ENTER WEBSITE URL].  



 If you are feeling ill or experiencing flu-like symptoms and have an upcoming non-life 



threatening appointment, we kindly ask that you call us to reschedule.  



 If your pet requires urgent care or has a medical emergency, and you are ill, please make 



arrangements with a friend or family member to bring in the pet for you. We kindly ask that you 



call us ahead of time to make appropriate arrangements and follow above guidelines.  



 



If you do not have a trusted friend, neighbor, or healthy family member to transport your pet, PLEASE 



CALL [ENTER HOSPITAL NUMBER] to make appropriate arrangements.  



 



For all the above scenarios we will do our best to coordinate your visit from outside the hospital, 



including providing follow-up instructions and payment. Our goal is to continue to deliver essential 



services to our patients and keep pets and people safe!   



 



For additional questions, please contact us at [EMAIL or phone.] 



Thank you for your patience and cooperation.  



 



The team at [HOSPITAL NAME] 



 



 



 Use the below email banners when sending eblast to existing customers. The files can be 
found on Emergency.NVA.com, Site Leaders, Resources, General Practice, Marketing Tool 
Kit, Email Banners 



 
 
 
 



 If you use AllyDVM, this email communication and banner will be loaded into your 
dashboard and you can send the communication when ready.  



 If you use PetDesk and need help setting up a campaign, contact the below individuals: 
o 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.  





https://emergency.nva.com/
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 If you use Vetstreet, If you don’t have log-in access and wish to send an eblast, contact 
support@vetstreet.com 



 



 



4. ON HOLD MESSAGING 



 



 



Thank you for calling [HOSPITAL NAME]. Please listen carefully to this important COVID-19 message and 



procedures to follow.  



 In the interest of keeping everyone healthy and safe, at this time we are restricting access 



to our lobby to clinic staff ONLY.  



 If you have an appointment, upon arrival at our clinic, PLEASE REMAIN IN YOUR VEHICLE 



AND CALL [ENTER CLINIC TELEPHONE] TO SPEAK TO A MEMBER OF OUR TEAM UPON 



ARRIVAL. Upon receipt of the call a technician will come to your car to collect your pet. We 



kindly ask that you remain in your vehicle during the entire time your pet is in our care.  



 If you need to pick up food or medication, PLEASE REMAIN IN YOUR VEHICLE OR OUTSIDE 



THE CLINIC AND CALL US.  We will coordinate payment with you over the phone deliver the 



order to your car as soon as possible. Pet food and prescription refills can also be ordered 



ONLINE at [ENTER WEBSITE URL].  



 If you are feeling ill or experiencing flu-like symptoms and your pet has an upcoming non-



life or needs medical care, we kindly ask that you call us to discuss alternative options.  



Thank you for your patience and cooperation during this time! We look forward to seeing you and your 



pet soon. 



If you have called after hours and you have a medical emergency, please call [EMERGENCY HOSPITAL 



NAME] AT [HOSPITAL TELEPHONE NUMBER]. 



 



 



 



 



 



 



 



 



 



 



 



 



5. FLYER 



 



 A generic flyer has been created to print and use in your clinic. This can be found on 



Emergency.NVA.com, Site Leaders, Resources, General Practice, Marketing Tool Kit, GP Flyers 
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Google Doc Curbside Check in.docx

Google Doc Curbside Check-In Sheet:





Date:


Check-in Time:


Parking Spot Number:


Client name:


Pet Name:


Species:


Anyone in the house sick in last 14 days:


Primary reason for visit today:


E/D/U/BM: 


C/S/V/D:


Current Medications and Doses:


Refills Needed:


Phone or Zoom for Exam call:


Additional Notes: 








(Process for Google Doc Check-In:


· Team member in parking lot on iPad checking in clients on a new Google Doc that then gets saved as the pet’s name and owner’s last name in the hospital’s google drive.


· [bookmark: _GoBack]Inside, CSR team has google drive loaded. When document gets saved into drive, CSR retrieving pet will save as PDF to attach to pet’s medical record, delete from drive so other team members know this pet is being retrieved, then goes and gets pet from car to bring in for exam.)










image7.emf

Curbside Pre-Exam  Questions.docx




Curbside Pre-Exam Questions.docx

Pre Exam Questions Loaded into Google Forms:





1) Pet’s Name


2) Your Name:


3) Today’s Date


4) Is any human in your household sick, feverish, or diagnosed with Covid-19 in the past 14 days?


5) Primary reason for your pet’s visit today:


6) Has your pet been eating, drinking, urinating, and having bowel movements normally? If no, please describe.


7) What pet food and what amount are you currently feeding your pet?


8) Has your pet had any coughing, sneezing, vomiting, or diarrhea? If yes, please describe.


9) Is your pet on any medications or supplements currently? If yes, how often and in what amount are they given?


10) Do you need any medication or food refills today?


11) Preferred doctor contact during exam (phone call or Zoom video call)?


12) [bookmark: _GoBack]Today’s payment method?


13) Any other information or concerns we should know about at today’s visit?
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Google Form Demo.mp4
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We are Here For You Email - Customizable Template vFinal.docx

Customizable Email Blast


Hospital to Client





Our Friends and Family:





As a community, we are all facing personal and professional challenges due to COVID-19.  Now, more than ever, we want to assure you that our hospital is open, and remains an essential service. Our doctors and staff will continue to provide care for your pets, and we would like to take this opportunity to share with you the steps and recommendations we are taking to ensure the safety of all.





Everyone’s health and safety is our priority.


As a standard practice in veterinary medicine, our hospitals are always clean and sanitized.  However, in accordance with the CDC, we have increased the frequency and scope of these cleanings.  Additionally, all of our staff are required to maintain handwashing hygiene which is critical step in keeping everyone safe. If any of our staff feels unwell, we support their choice to stay home and focus on their personal health and well-being. We also want to work with you to limit direct contact in order to focus on safety for everyone during this pandemic.





Choose from one of the paragraphs below that reflect that your hospital is open, but may have adjusted hours or services:





(Option 1):


We are open and here for you.   And able to take new clients.


Please know, we are open and here for you when you need us most.  We are seeing patients and providing the best care possible.  We are also accepting new patients to ensure everyone has access to an animal clinic during this trying time. Please do not hesitate to refer a friend or family member that is in need of veterinary care.  





[Insert Operating Hours]


  


(Option 2):


We are open and here for you. Our services have temporarily changed.


Please know, we are open and here for you when you need us most.  We are keeping our normal business hours, but we have temporarily adjusted our services in order to better serve our community. For routine exams and procedures, we appreciate your patience as these services may have to be postponed. If your pet is experiencing any urgent medical need, please call us at immediately.


[Insert Operating Hours]





(Option 3):


We are open and here for you. Our hours have temporarily changed


Please know, we are open and here for you when you need us most.  We are seeing patients and providing the best care possible.  By adjusting our hours, we are better able to serve our community, and ensure our clients receive the very best in pet wellness. If your pet is experiencing any urgent medical need, please call us at immediately.





[Insert Operating Hours]
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Easier and safer ways to visit our hospital.


To ensure the safety of our clients and staff, we are now offering curbside pick-up and drop off!  Incredibly easy, we will pick up your pet from your car and our doctors will conduct an exam in the hospital while you wait. Then with greatest of care, we will bring your baby back to you safe and sound. [Optional: No time to wait? Not a problem. You can drop your pet off for an exam, and we will call you when your pet is ready to be picked up]. Many of our pet parents love our new service, finding it easier than waiting in a lobby and appreciate all the attention we give to their pet. 





To make life easier, we have online medication and food orders. Plus we offer curbside pick-up.


To make picking up your pet’s medication truly easy, we have online medication and food ordering and free shipping. We are in stock and can fulfill orders quickly.  Please visit our website or call us to order.  Or if you want to pick up your medication yourself, just call ahead and we’ll bring it out to your car. 


Please remember our pets are safe from COVID-19.


The CDC and other health authorities have indicated that dogs, cats, and other domestic animals are not considered at risk for contracting COVID-19. From the available research, there is no evidence at this point that pets can spread COVID-19 to other animals, including people. As medical experts, we continue to keep abreast of the latest research and will do everything possible to ensure all pets entrusted to our care are kept safe.





Let’s stay connected!


Our pets bring us comfort during these difficult times. Let us know how you and your pet are doing by visiting our Facebook page (www.facebook.com/hospital name) and posting a photo. 





We are in this together.


We want you to know we are in this together. Our dedicated doctors and staff are committed to the community and will continue to provide the best in veterinary care.  We thank you for support, patience and for doing your part to ensure that both pets and people remain safe and healthy. 





Warmly,


XXX 
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Risk levels

The following risk levels are adapted from information provided by the CDC
and may be helpful in developing a safety program for your staff.
HIGH it . e .
RISK HIGH Living in the same household as, being an intimate partner of, or providing
care in a nonhealthcare setting (such as a home) for a person with symptomatic
laboratory-confirmed COVID-19 infection without using recommended
precautions for home care and home isolation

MEDIUM Living in the same household as a person with symptomatic laboratory-
confirmed COVID-19 infection while consistently using recommended precautions
for home care and home isolation

LOW Being in the same indoor environment (e.g., a classroom, a hospital waiting
room) as a person with symptomatic laboratory-confirmed COVID-19 for a
prolonged period of time but not meeting the definition of close contact (6 ft)

NO IDENTIFIABLE RISK Interaction with a person with symptomatic
laboratory- confirmed COVID-19 infection that do not meet any of the high-,
medium- or low- risk conditions above,such as walking by the person or being
briefly in the same room

NO IDENTIFIABLE RISK Interaction with a person without symptoms in an area
where community transmission of COVID-19 is occurring

VIRTUALLY NO RISK Interaction with a person without symptoms in an
area where cases are identified but community transmission of COVID-19
is not occurring

VIRTUALLY NO RISK Interaction with a person in an area where no cases of
COVID-19 have been diagnosed

VIRTUALLY
NO RISK
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