




(Thanks, but I think I've 

got that one covered)

Medical HistoryMedical History



The Foundation of EverythingThe Foundation of Everything



The BasicsThe Basics

�� Dynamic vs. Passive Dynamic vs. Passive 
QuestionnaireQuestionnaire

�� Provides Structure and FocusProvides Structure and Focus

�� Demonstrates ThoroughnessDemonstrates Thoroughness

�� Eliminates Information GapsEliminates Information Gaps



The BasicsThe Basics

�� DateDate

�� Pet and ClientPet and Client’’s Names Name

�� Chief Complaint and DurationChief Complaint and Duration

�� Weight and Weight and 

TemperatureTemperature



The BasicsThe Basics

�� DietDiet

�� Medications or SupplementsMedications or Supplements

�� Previous Medical ConditionsPrevious Medical Conditions

�� Vaccination and Test StatusVaccination and Test Status

�� Exposure to Other Pets, Travel, Exposure to Other Pets, Travel, 

or Stressful Eventsor Stressful Events













Suggested QuestionnairesSuggested Questionnaires

�� LimpingLimping

�� ItchingItching

�� Vomiting and/or DiarrheaVomiting and/or Diarrhea

�� CoughingCoughing

�� Abnormal UrinationAbnormal Urination

�� Sneezing and/or Ocular DischargeSneezing and/or Ocular Discharge



What They Look LikeWhat They Look Like



The HowThe How

�� Use Their NameUse Their Name



The HowThe How

�� Make and Maintain Eye ContactMake and Maintain Eye Contact



The HowThe How

�� Be SeatedBe Seated

�� 4545--degree angledegree angle



The HowThe How

�� Show CompassionShow Compassion

�� StayStay

FocusedFocused



Exam PhilosophyExam Philosophy

�� Communication EventCommunication Event

�� Primary Determinant of ValuePrimary Determinant of Value

�� Involve and Elevate TeamInvolve and Elevate Team

�� Increase ComplianceIncrease Compliance

�� Perceived Thoroughness is Vital to Perceived Thoroughness is Vital to 

Creating Value Creating Value 



The ExaminationThe Examination

�� Medical HistoryMedical History

�� Technician / Exam Technician / Exam 

Room StaffRoom Staff

�� SeatedSeated

�� Eye ContactEye Contact



The ExaminationThe Examination

�� Medical HistoryMedical History

�� QuestionnaireQuestionnaire

�� 22--5 Minutes5 Minutes



The ExaminationThe Examination

�� Laboratory Laboratory 

SamplesSamples

�� Introduce AssistantIntroduce Assistant

�� Who, What, Why Who, What, Why 

and Whereand Where



The ExaminationThe Examination

�� Laboratory Laboratory 

SamplesSamples

�� Assistant Escorts Assistant Escorts 

Pet to Treatment Pet to Treatment 

AreaArea



The ExaminationThe Examination

�� Continue Medical Continue Medical 

HistoryHistory

�� Provides Initial Provides Initial 

RecommendationsRecommendations

�� Answers QuestionsAnswers Questions

�� Additional 3Additional 3--5 5 

MinutesMinutes

�� Total StaffTotal Staff--Client Client 

Time is 6Time is 6--10 10 

minutes up to this minutes up to this 

pointpoint



The ExaminationThe Examination

�� Pet is Returned to Pet is Returned to 

Exam Room by Exam Room by 

AssistantAssistant

�� Doctor Has Been Doctor Has Been 

Alerted by AssistantAlerted by Assistant

�� Technician Technician 

Completes Initial Completes Initial 

Discussion and Discussion and 

RecommendationsRecommendations

�� Train to TrustTrain to Trust



The ExaminationThe Examination

�� Doctor Enters Doctor Enters 

Exam RoomExam Room

�� Warm GreetingWarm Greeting

�� Technician Stands Technician Stands 

and Moves to Exam and Moves to Exam 
TableTable

�� Doctor Time 9Doctor Time 9--12 12 

Minutes for Minutes for 
Reviewing Medical Reviewing Medical 

History, History, 

Examination and Examination and 

ExplanationExplanation



The ExaminationThe Examination

�� Warm GreetingWarm Greeting

�� Shake Palms and Shake Palms and 

PawsPaws

�� SeatedSeated

�� Good Eye ContactGood Eye Contact



The ExaminationThe Examination

�� Doctor Receives Doctor Receives 

Patient History Patient History 

from from 

TechnicianTechnician



The ExaminationThe Examination

�� Doctor StandsDoctor Stands

�� Technician Places Technician Places 

Pet on Exam TablePet on Exam Table

�� Begin ExaminationBegin Examination



Putting It TogetherPutting It Together

�� Discharge InstructionsDischarge Instructions

�� Client Receives Copy of QuestionnaireClient Receives Copy of Questionnaire

�� Client Education HandoutsClient Education Handouts

�� TeamworkTeamwork

�� Demonstrates Demonstrates 

Team Team 

ThoroughnessThoroughness



Discharge InstructionsDischarge Instructions



THANK YOU!THANK YOU!

For Staff and Client Education MaterialsFor Staff and Client Education Materials

www.E3Management.comwww.E3Management.com

DrWard@E3Management.comDrWard@E3Management.com

Next:

4:00 pm Dealing with the Dirty: 
How to Handle the Most Common 
Unpleasant Client Comments


