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Course:
AG-VT - 02.424 Veterinary Technology

Unit 17:
Office Management
Lesson 1:
Office Management
Georgia Performance Standards:
AG-VT-17 – (a - c)
Academic Standards:

 




ELA10C1
National Standards: 






Objectives: 

1.
Explain the difference between verbal and non-verbal communication.
2.
Describe how inventory works and why it is important to maintain an efficient inventory control program.
3.
Identify office calls that may be emergencies.

Teaching Time:

Grades: 9-12

Essential Question: How is a veterinary office managed?
Unit Understandings, Themes, and Concepts:  Students will learn the importance of different types of communication, gain an understanding of inventory control, and learn how to prioritize office calls.
Primary Learning Goals:  Students will be able to distinguish between verbal and non-verbal communication, describe how inventory works, and identify office calls that may be emergencies.
Students with disabilities: For students with disabilities, the instructor should refer to the individual student's IEP to insure that the accommodations specified in the IEP are being provided within the classroom setting. Instructors should familiarize themselves with the provisions of Behavior Intervention Plans that may be part of a student's IEP. Frequent consultation with a student's special education instructor will be beneficial in providing appropriate differentiation within any given instructional activity or requirement.

Assessment Method/Type:

____ Constructed Response

____ Peer Assessment

_ __ Combined Methods


____ Selected Response

____ Informal Checks


____ Self Assessment

References:  Martinee, Elisabeth A. Ag-Tech Prep Veterinary Science.  Cornell Educational Resources Program, Cornell University, Ithaca, New York.  2001.
Materials and Equipment:

Overhead projector





Transparency 

Eraser board






Handout 

LCD Projector






Computer

POWERPOINTS:



Web Resources:

Additional Web Resources:
Georgia Performance Standards:
             AG-VT-17 – (a - c)
AG-VT-17:
Students will explain the importance of good phone skills and effective communication when dealing with clients. They will engage in role-play that mimics situations that occur in a veterinary office including: difficult clients, euthanasia, and co-worker conflicts.

a. Explain the difference between verbal and non-verbal communication.

b. Describe how inventory works and why it is important to maintain an efficient inventory control program.

c. Identify office calls that may be emergencies.

Academic Standards:



   


 ELA10C1
ELA10C1 The student demonstrates understanding and control of the rules of the English language, realizing that usage involves the appropriate application of conventions and grammar in both written and spoken formats. 

Lesson Introduction Activity

Lesson:
Office Management
Assignment:


On a piece of paper, list the following items, leaving three lines under each item for additional notes:

1. Explain the difference between verbal and non-verbal    communication.

2. Describe how inventory works and why it is important to maintain an efficient inventory control program.

3. Identify office calls that may be emergencies.

Be prepared to share ideas with the class.

Points/Grade Available:

Lesson Introduction Activity Rubric

	Content - information is written on the topic and covers each aspect of the question. 
	50 %



	Class Discussion – participates in the class discussion on the topic. 
	50 %


Teaching Procedure

Introduction:

Office management is an important part of veterinary medicine. Proper scheduling of appointments, boarding and inventory control is crucial to running a successful business. Effective communication with clients and co-workers  produces a friendly working environment, and makes clients feel confident of the veterinarian’s ability to care for their pets.
Types of Client Records:

There are many types of records that must be accurately filled out and maintained. These records include: animal identification records, medical records, and other hospital forms.

Animal ID Records

Animal identification is maintained by using neckbands and cage cards. Neckbands are a strip of paper that can be written on and are similar to a collar.  Usually the animal’s name and the owner’s name are written on it. This allows animals to be identified when they are not in their cages or if they get loose.

Cage Cards

The cage card is placed in a special holder on the front of the cage. It normally has the animal’s name, owner’s name, date, the procedure to be done, special diet requirements, and any items the owner has left for the pet. Typical items clients leave with their pets are toys, blankets, and special food.

Medical Records

The medical record is the most important record kept by the veterinary hospital. Every medical procedure and visit to the hospital is recorded in the medical record. It is filed alphabetically under the owner’s last name. Each time the animal comes to the hospital, the date, animal’s weight, reason for the visit, doctor’s notes, and medications prescribed are written in the medical record. Conversations with vet techs and receptionists regarding medical situations should also be recorded.

Other Hospital Forms

• Surgical Consent Form - owner signs to give permission to treat animal or perform surgery.

• Euthanasia Consent Form - owner signs to give permission to put animal to sleep.

• Boarding Form - owner signs to admit animal for boarding and to authorize medical treatment if necessary.

Scheduling Appointments:

Scheduling appointments takes a great deal of skill and knowledge. Scheduling must be planned to allow enough time to see each patient so that clients don’t spend a lot of time in the waiting room or feel that the vet is rushing. In order to do this, the receptionist must know how long certain procedures will take and how to recognize an emergency situation.

Phone Skills

Proper procedure for answering the phone involves several things.

• Always be prompt and answer the phone by the fourth ring.

• Be cheerful and pleasant.

• Ask, “How can I help you?”

• Do not rush the client. Clients call for many reasons such as: product information, medical questions and advice, and to schedule appointments.

• Obtain the client’s name, pet’s name, phone number, and the reason for the visit.

• Ask questions to determine how long an appointment is needed or if there is an emergency.

For example: is the animal having trouble breathing, is it bleeding and how much, and how long has this problem been occurring.

Boarding

Boarding occurs when an animal stays at the hospital for an extended period of time whiles the owner is away. To schedule boarding appointments, several things must be determined:

• The species of animal

• Drop off and pick up time

• Length of stay

• If all vaccinations are current

When the owner delivers the animal, the receptionist must:

• Have the owner sign the boarding consent form.

• Find out what kind of food the animal eats and how often it eats.

• Find out if the animal has allergies or is on medication.

• Get an emergency phone number.

• Record personal items such as: leashes, toys, blanket, and personal food supply.

When the owner picks the animal up, the receptionist must:

• Make the owner aware of any difficulties that occurred, such as vomiting, diarrhea, or eating problems.

• Return all personal items.

• Make sure the pet is cleaned and brushed.

• Tell the owner their pet was enjoyable, well mannered, friendly, etc. to make the owner feel that his or her pet is special.

Inventory:

There are several different ways to keep track of inventory. Some offices use code numbers and a special computer program that tracks each product.  Another way to track inventory is with a card system.  In this system, a card with the item number on it is placed with the item on the shelf. When supplies get low, the card is given to the person in charge of ordering supplies, usually the office manager. With this system, it is important that all hospital employers keep track of low inventory and report it to the office manager by handing in the item inventory card.

Marketing and Sales:

In a heavily competitive industry, marketing and sales can give a business an edge. The veterinary industry is no different. Many businesses offer specials for first time clients, grooming discounts, or have a pet boutique in their hospital waiting area. It is often these benefits that keep clients coming back.  

Effective Communication:

Communication is very important. It is defined as the process individuals use to create understanding with others. There are two types of communication – verbal and non-verbal.

Verbal Communication

Verbal communication is the use of words to express feelings and ideas to others. In the veterinary hospital, this means talking with clients and understanding what their needs are. Verbal communication is also important when working with other hospital staff members.  

Verbal Communication Tips:

• Speak clearly and with an even pace.

• Use a pleasant tone of voice.

• Vary the pitch; don’t speak in a monotone.

Non-verbal Communication

Non-verbal communication is defined as unspoken elements of communication such as facial expression, posture, and spatial cues. How you move and conduct yourself influences how others perceive the message you are sending.

Non-verbal Communication Tips:

• Make eye contact with the person you are communicating with.

• Stand upright; don’t slouch.

• Shake hands when appropriate.

• Maintain the “comfort zone”; don’t stand too close to the person you’re communicating with.

• Smile!

Client Relations

Effective communication with clients is the key to maintaining a good client base and ensuring a successful practice. Good client relations practices are to:

• Always greet the client promptly in a friendly, professional manner.

• Use the client’s name and their pet’s name in your conversation.

• Assure clients they will receive attention shortly if you are unable to help immediately.

• Always have pen and paper ready and write down important points during your conversation.

When dealing with an upset client:

• Remain calm.

• Be empathetic.

• Try to resolve the problem.
Effective Listening
Effective communication involves not only sending a message, but also listening to the messages others send you.

How to be an effective listener:

• Concentrate on the message being sent, don’t get distracted.

• Don’t interrupt!

• Observe the speaker’s body language for nonverbal cues.

• Remain objective. Don’t take remarks personally.

• Don’t judge the speaker.

• Listen and think before you speak. Consider the message you want to send.

• Maintain eye contact and an attitude of interest in the speaker’s message.

Death and Dying:

This is something that occurs on an almost daily basis in veterinary hospitals. Every staff person is affected by the death or euthanasia of a client’s pet.

Most clients and people who work with animals consider the animal as a part of the family. When a pet dies, it is as if a family member has died.
Euthanasia

Euthanasia is the act of inducing death quickly and painlessly. It is commonly called “putting to sleep”.  A chemical is injected into the vein that stops the heart like an overdose of anesthesia. Animals are euthanized for many reasons. They may be unwanted strays, have a fatal disease, injuries that are untreatable, or have a reduced quality of life due to injury or age. In any case, euthanasia is never an easy decision.

The Grieving Process

The five steps of grieving are: denial, bargaining, anger, guilt, and acceptance.

• Denial is a normal response to grief that buffers the reality of a loss. In an attempt to not focus on the eventual loss of their pet, clients will discuss unrelated issues. They will also tell themselves that their pet will recover, or that the illness is not as bad as it really is. 

• Bargaining is the attempt to resolve the pet’s problem by any means possible. Owners will insist on ineffective treatments or surgeries for their pet. They may doubt the veterinarian’s diagnosis and may even ask for a second opinion. It is important for the hospital staff to be sympathetic and not feel offended or threatened by the client’s requests.

• Anger may be exhibited in direct and indirect ways. It may even be directed towards the hospital staff. The staff needs to remain tolerant and patient and not respond defensively. Clients may become angry with themselves. This anger can lead to feelings of guilt.

• Guilt is thinking that something different could have been done. This is the “if only” stage. If only I had gotten to the vet sooner. If only I had fed higher quality food. If only I had done something different, things would be okay. Clients place blame for the pet’s illness and death on themselves. Reassurance from the hospital staff that the client did everything he or she could is important to help the client get through this step of grieving.

• Acceptance is coming to terms with the fact that nothing more could have been done and that they did everything right. Now they have come to terms with the loss of their pet. This doesn’t mean that their pet has been forgotten, since there will always be a special place in their heart for that pet.

Summary                                                                                                        

Evaluation

Written test

Daily Notes

Class Participation

Individual Learning Assignment

Daily Food Log

Group Learning Activity

Presentation Learning Activity

Individual Learning Activity

Lesson:
Office Management
Assignment:
Choose one of the topics below and research it. Write a report on your findings that answers the question or explains the concept and shows why it is relevant to your life.

1. Explain the difference between verbal and non-verbal    communication.

2. Describe how inventory works and why it is important to maintain an efficient inventory control program.

3. Identify office calls that may be emergencies.

Minimum Requirements:

1. Paper must be typed in 12 point font and at least one page in length. The paper may be double-spaced. 

2. At least two credible references must be properly cited.

3. All work must be original. No plagiarism! Any use of  

another’s ideas without giving credit will result in a zero.

4. Papers will be graded on content (amount of good information, accuracy, etc.) and mechanics (grammar, spelling, and punctuation.)

Due Date:

Points/Grade Available:

Individual Learning Activity Rubric

	Content - offers current information on the topic chosen, thoroughly covers each aspect of the question, and demonstrates understanding and mastery of the lesson. The paper should include information and issues of state and local importance.
	35 pts.



	Critical Analysis - logical process of analyzing and reporting information that examines and explains the topic selected. The paper should go beyond simply listing facts and must include why the concept is relevant to the student’s life. 
	25 pts.

	Organization- The paper should have an orderly structure that demonstrates a logical flow of ideas.
	15 pts.

	Mechanics- spelling, grammar, punctuation, font size, double spacing, citation, etc. Essentially, the paper should meet all specifications and be executed following rules of proper written English.
	15 pts.


Group Learning Activity

Lesson: 
Office Management
Assignment: 
Choose one of the topics below and research it. With your group, prepare a presentation to teach the class your concept.

1. Explain the difference between verbal and non-verbal    communication.

2. Describe how inventory works and why it is important to maintain an efficient inventory control program.

3. Identify office calls that may be emergencies.

Your presentation should include the following:

1. A lesson plan outlining exactly what your group will teach and how the information will be taught

2. A Power Point of at least twelve slides

3. Notes containing the information the class will be responsible for (these can be printed and given to the class, written on the board, or part of the Power Point). A copy of the notes will be turned in to the instructor.

4. Some type of interactive activity for the class (game, problem solving activity, interactive model, etc.)

5. Your group must also prepare an assessment for the class. This assessment can be written or oral, but should show the instructor that the class understands and has retained the material being taught.

Due Date:

Points/Grade Available:

All work must be original. No plagiarism! Any use of  

another’s ideas without giving credit will result in a zero.

Group Learning Activity Rubric
	Lesson Plan – The group submits a thorough, detailed lesson plan highlighting the content and organization of their lesson.
	10 pts.

	PowerPoint – The group presents a Power Point of at least twelve slides that contains information and pictures vital to the lesson with additional information or examples for enhancement.
	20 pts.

	Interactive Activity – Some type of interactive activity is used to help teach the lesson. The activity should contribute to the mastery of content and involve the entire class in some way.
	15 pts.

	Assessment – A fair, thorough assessment is prepared and administered based on the information presented to the class. Poor grades on the assessment by a few members of the class are excusable, but if the entire class has difficulty, the points awarded in this category may be lowered at the discretion of the instructor.
	   15 pts.

	Content – The group should cover the concept (within reason) in entirety. The group may study actual lesson plans to help decide what should be emphasized.
	    25 pts.

	Overall Effect – The group is prepared, enthusiastic, and interesting, and the lesson flows smoothly. 
	    15 pts.


Presentation Learning Activity
Lesson:
Office Management
Assignment:
Choose one of the topics below, research it, and prepare a presentation that answers the question or explains the concept and shows why it is relevant to your life.

1. Explain the difference between verbal and non-verbal    communication.

2. Describe how inventory works and why it is important to maintain an efficient inventory control program.

3. Identify office calls that may be emergencies.

Minimum Requirements:

Oral Report Option

1.   Write a paper on one of the topics and orally present your work to the class.

2.   Paper may be double-spaced and should be at least one page in length, resulting in a two to five minute presentation. 

3.   At least two references must be properly cited. 

4.   The presentation of the report will be graded secondary 

      to the content of the paper.

PowerPoint Option

1. Presentation should be at least ten slides in length

2. Presentation should include at least four photos.

3. Presentation should be two to five minutes in length.

4. Grammar and spelling will be graded by the same standards as any other written assignment.

5. At least two references must be properly cited.

Poster Option:

1. Prepare a poster that answers/explains one of the topics. You will present your poster to the class.

2. Your poster should include both text and graphics that help communicate your research.

3. At least two sources of information should be properly cited on the back of the poster.

4. Neatness and appearance of the poster will be graded.

5. Poster presentation should last two to five minutes.

Due Date:

Points/Grade Available:

For all presentations: All work must be original. No plagiarism! Any use of another’s work or ideas without giving proper credit will result in a zero.

Presentation Learning Activity Rubric

	Content- offers current information on the topic chosen, thoroughly covers each aspect of the question, and demonstrates understanding and mastery of the lesson. The presentation should include information and issues of state and local importance.
	40 pts.

	Critical Analysis/Organization – The presentation shows a logical process of analyzing and reporting information that examines and explains the topic selected. The presentation should go beyond simply listing facts and must include why the concept is relevant to the student’s life.
	20 pts.

	Presentation – The student makes a genuine effort to present, not just read the material. The student should present with confidence using techniques like eye contact and voice inflexion to make his or her point. Although content takes precedence over presentation, the experience of successfully presenting in front of a class is part of the basis of this assignment.
	25 pts.

	Mechanics- spelling, grammar, punctuation, font size, double spacing, citation, etc. Essentially, the presentation should meet all guidelines set forth and should be executed in proper written English. For the poster, this includes neatness and appearance.
	15 pts.


Teacher Notes

Essential Question: How is a veterinary office managed?
Vocabulary

Cage Card
Boarding

Inventory

Lesson Evaluation

Lesson Evaluation Key
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