
Owners with COVID-19
To keep you and your staff safe, customers with COVID-19 
or associated symptoms should use telemedicine to treat 
their animals.

Stay at Home Recommendation
Most clients should be staying home and social distancing. 
To facilitate this, offering telemedicine for non-urgent items 
can keep your community and staff safe and healthy.

Cats with Respiratory Issues

MAB: any cat exhibiting respiratory signs, regardless of the 
human health status at home, is considered high-risk and 
should be handled via telemedicine if possible

FDA Loosens Regulations
The FDA is temporarily easing restrictions on veterinarians 
to allow them to more easily use telemedicine to treat pets 
during the coronavirus pandemic.

All Cats

Cats are already an underserved market. Since it is difficult 
to get many cats into the office, offering telemedicine will 
better serve our clients with feline pets.

Veterinary State Board Websites
Make sure to check with your

Why Telemedicine Now

Telemedicine provides our clients 
with an additional avenue for 

access to care during 
unprecedented times 

SERVING OUR CLIENTS AND PROTECTING OUR TEAMS

https://www.avma.org/advocacy/state-and-local-advocacy/veterinary-state-board-websites


Approaching Telemedicine 

Quick and easy 
to deploy

Minimal 
customer 
friction

Solution that 
keeps our 

options for full 
telemed 

platform open 
long term

Economics

GUIDING PRINCIPLES FOR LAUNCHING TELEMEDICINE DURING PANDEMIC



How Will this Work?

• Sites currently operating telemedicine have already been identified 
• All sites not currently on a telemedicine specific platform will be included in 

the Zoom for Telemedicine Roll Out Plan

• Zoom is the chosen platform for quick and easy implementation
• ALL sites have Zoom accounts set up already with their facility email address
• Many best practices will be pre-set up as defaults to ease setup process and 

ensure security as well as a good customer experience

• Support center staff have been hard at work setting up a telemedicine tool kit 
to provide a full range of support to the sites

• Quick start guide also available with short training video focused on setup

WHO is included? EVERYONE!

HOW will we support this?

WHAT are we using? ZOOM



Key Dates and Deliverables
NEXT WEEK IS OUR KEY LAUNCH TIME

MROs: First point of 
contact for Site Q&A

Support available all 
week to ensure 
successful setup

All sites fully setup on 
telemedicine by EOD

• Emails sent to the sites with 
the following:
 Why Telemedicine Now
 Setup Checklist
 Best Practices
 Telemedicine Tool Kit

• Ensure your are working on 
this and have all the tools 
they need to be successful

We are here to support!

Monday 4/20

• Sites will report back to DL 
as they complete set up 

• DL to gather information for 
marketing google doc to 
trigger updates to website 
and social media (by 
marketing): First come first 
served here!

• Biz Ops available for 
troubleshooting

Week 4/20-24
• Sites fully set up with 

telemedicine: 
 All items on check list 

completed including the 
setup of code in PIMS

 Test call completed
 Advertising triggered for 

marketing or completed 
if not on NVA platform

 Email to customers to 
raise awareness

• Any exceptions will need DL 
approval

Friday 4/24



FAQs: Key Questions

• What should we charge for a telemedicine exam?

• Pricing is a clinic level decision. We have seen sites charging 80%-100% of their normal exam cost and 
having a great success.

• What is my liability performing telemedicine? Does insurance still cover me?

• It is important to familiarize yourself with your state’s current laws regarding the need for a veterinary 
client patient relationship and prescription rules. In general, as long as you have a VCPR (most active 
clients) telemedicine is an acceptable avenue for care and you are covered under NVA’s current 
professional liability insurance.

• What types of appointments can be done via telemedicine?

• Each hospital will need to determine their essential services and what is acceptable to be a telemed 
appointment. We have provided an outline based on AVMA and MAB recommendations as a starting 
point.

• Can we sign up on another formal telemedicine platform?

• We are continuing to evaluate a platform for a more long term formal solution for telemedicine. In the 
short term, we are optimizing Zoom.

• What if I cannot get my Zoom set up?

• First escalation point is to MRO to help support. If requires further assistance, MRO can escalate to 
Kirsten Reynolds in Biz Ops to support all issues needing support center help



It is always okay to give general advice. 

Examples: 
- Normally in situations like this…
- I would normally recommend tests to 

determine if…
- You should look out for the following 

signs: 
- Here are some potential reasons why 

this could be happening:

Get as much data as you can.

Make sure to document all the information 
you gather. You can transcribe into the 

patient record, or document in other file 
keeping system.

General Advice is Fine Gather Information

You don’t need to diagnose to provide 
value to your client.

The following can still provide value: triage 
(vomiting/diarrhea), prescription refill, 

behavior, nutrition, parasite identification, 
chronic disease monitoring, rechecks

Providing Value

All decisions are still yours regardless of platform

 You do not have to diagnose if you are not comfortable
 Context Matters: We are in a pandemic and have to do 

more with less information
 No set guidelines: use your Clinical Judgement
 Even without a diagnosis, your advice and guidance 

have tremendous value

The Ultimate Decision Maker is YOU

What If I’m Not Sure What I Can Do Online?


