PAW Passport to Succes:

Actionable tips and tools to help you boost
growth and increase efficiency within your
practice while adapting to the new normal




How to Utilize The
PAW Passport to Success

1. Watch the tutorial on how Hosted byAnge Priestour
to maximize your success with this guide! South GroupSM!

\
-\ : : : Compiled by the PAW team in
2. Review the various best practices f 7 i
<@/) administering PAW Plans i . partnership with hospital and
' field leaders!

Ideas designed to help you
apply the concepts to your PAW

program

3. Engage with the thought provoking
iIdeas to stimulate your PAW program

4. Access all the templates shared in this Included for easy access!
guide in the attached zip file '

Look out for blurbs at the bottom of each page!



https://nva.zoom.us/rec/share/15dnBanU8TJLSM_y6RDEWfYzD7bBaaa8gHVNr6IKyU7B5lWaGWn2nZSX8pBZ-o7-?startTime=1596591046000

COVIBL9 and the
stay at home
orders brings new
challenges

Industry Trend :

(7

The COVIEL9 pandemic and social distancing regulations resulting from it have drastically
changed how the veterinary industry operates now and in the future. This is supportive of
two trends that we see in the veterinary space:

1) Pet adoptions rise as people seek companionship

a) Pets can relieve anxiety during the pandemic and reduce the effects of social
Isolation.

2) Veterinary visits increase as people shelter at home and take notice their pets needs
a) People at home more readily recognize the needs of their pets

b) As people exercise with their pets, they may experience a trauma induced incident.

PAW Plans: Help Narrow the Health Gap
1) Increasing access to care by allowing clients break up the cost of care over time which is
extremely helpful inthe curre s O2 Yy 2 YA O ONAMaAa

7R N
2) Promoting your hospitals standard of care so pets receive ALL the care recommended by tINVA “!
medical team which will help thget live their best life
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Designed to identify actionable items and provide resourcesngrove your PAW program

Embedding PAVih to Your Back to basickeam¢ Embedding A Develop/align orteam "why" Pages 5.6
Culture PAW in to your culture A Review/revamp PAW Print
(Why, What, Engagement) A Review/revamp Roadmap to Care
Assess/address team engagement
Understanding and Maximizing PAW Plan Reporting & Accountir A Create clear transparency around PAW Pages 17119
Reporting/Accounting review for better program reporting/accounting
administration and maximum
buy-in
Optimizing Work Flow and Best practicesvith curbside A Assure that your team has a plan for discus§IA§V Plans Pages 222
Efficiencies for Curbsid€Eheckin  checkin during curbside cheein and the products in place to
Product ideas to enhance the manage this change
userexperience
Maximizing Success with a PAW Elect a PAW Plan Champion, trainA  Empower a PAW Champion to take on duties to spread Pages 225
Champion your Champion, and delegate the workload, promote best practices, and grow your
duties program

Enhancing Pet Wellness with  Evaluate your Marketing plan anc A Create/update your PAWIan client acquisition strategy ~ Pages 2&3
Marketing engage your clients A Take the marketing survey to review best practices,
provide us with feedback, and request marketing updates

Leveraging your PAW Team Do you need support from the A Take advantage of available support tools Pages 3415
PAW Plan team A Meet the PAW team and reach out with questions

NVA @



Best Practice
Embedding PAW into your Culture



Alignment in Your Wellness Culturg{g) ;e

Do

(7

Is your teamcohesivein their approach to wellness?

Are recommendations for wellness serviceensistent?

Do you regularly assesieam Communication & Workflow?

What tools do you use fo€lient Education?

Do you provide aelivery of Cardor annual wellness?

Have you aligned on youPAW Prin?

What doesfollow-up look like?

Do you regulariycelebrated b 2 NI € ¢ NB&adz a F2N I yydzr £ R

S N N N U N U RN

Isyourteamwelll f Ay SR GAUGK @2dzNJ a2 StfySaa 2 KeéK

NVA @



When was the las
time you reviewed
your PAW
Print/trained on
delivery of care?

PAW Print

Example Snippet From a Hospital
pawplans

AHW - PAW Plan “PAW Print”

F u | I I em | a te CSR/CSC Technician/Asst DVM
% Intraduce PAW Plans to patential new chents ar
anyane whe expresses concerns with cost of u u
routine care
pawplans & Attach PAW Plan hrachure ta 3 week reminder
emails for any clent that i nat currently ensalled in
aplan
“ H 7 4  Attempt to obtain email addresses for new clients so
HOSPITAL NAME — PAW Plan “PAW Print o v s e v | w .
Regitration Forms ahead of time
- & Prep chart and paperciip PAW brachures to any
CSR/CSC Technician/Asst DVM patient coming in for rauting care that s natan a
PAW Plan
On the phone ® ® ® % Present clhent PAW brochure, briefly explain what
PAW Plans are, and inform them that the technician . .
and dactor can discuss any questions they may
Pre-Appointment . . . have Jenter PPCOM cade |
+ Do I check i
s senices are due far pet
Check-In b * * w Welient daes nat have 3 PAW brachure, provide ane
and discuss what PAW Plans are and haw they can
Benafitfram anrolling thair pat in a plan
3 -
Refors Exatn * % 2 {enter/add ta PPOOM cade]
% Dan'twait untilthe DVM daes the exam to discuss
s 3 2 i PAW Plans. You dan't have to make adeckian on
which plan at this paint, but you need ta get the
ion started.
Chack Out ¥ . " & Enter Charges, Print Paperwark, etc to get pet & Make specific PAW Plan recammendatian to chent
anralied and answer any questians they may have
v % Reinfarcs the PAW Plan Decision % Reinfarce PAW Plan Decision
Post-Appointment Y g 6 % Schedule Future Agpaintment far next senice % W chientdecines plan, natate plan level
& Enter PPDECLINE code if client declines plan ion in PPCOM far reference
& Reinfarce the PAW Plan Deciian & pravide Health
Status Repart {services used) remaining)
& MHighlight/cirele additionalsavings an invaice and tell u u
them hew much extra they saved with the PAW
Plan
4 Send “Welcame” Lattar . .
& Fallvwup on “undecided” - affer Retra Enval

Developing your PAW Print is a team exercise to help ensure your staff is aligned with your SOC

NVA @

This template is in the zip file attached to the email



Delivery of Care

Are you effectively

communicating
your delivery of
care to your
staff/clients?

Visit #1
(Wellness)

Visit #2
(Dentistry)
(does not utilize an

exam)

Visit #3
(Wellness)

Visit #4/5
[Medical Visits)

pawplans

Delivery of Care: Canine Adult Comprehensive

Communication Services Follow Up
Highlight report card, ar invoice with
i 3 . services included on the plan from
At enrollment, discuss which services & Exam o
: N today's visit (create value).
you are doing today, and which & Total Health Plus .
) ; . ) . Schedule next appointment and
se_ rvices you a.re going tq? do nfaxt time - Urinalysis highlight what will be cavered by the
Discuss benefit of plan, including best & Fecal |
preventive health care for the pet and & Dewocrming plan :
] . i o o E-mail |dexx summary_ for lab results
financial savings for the owner & Waccinations as indicated d "
emonstrating value of annual
labwork.
&  Pre-surgical exam
&  Pre-surgical bloodwork if =60 days Highlight report card, or invoice with
During check in and check out, discuss since Total Health Plus, or if services included on the plan from
which services today are part of the abnormalities on prior today's visit (create value).
Plan. Reinforce plan’s value and care & Dentistry Schedule next appointment and
pet is receiving. = Post-operative pain management highlight what will be covered by the
& Vaccinations if indicated plan
&  Urinalysis if not already done
During check in and check out, discuss Highlight report card, or invoice with
which services today are part of the services included on the plan from
Plan. Reinforce plan’s value and care & Exam today’s visit (create value).
pet is receiving. & Fecal Schedule next appointment and
Talk about the importance of bi- = Deworming highlight what will be covered by the
annual exams. Review exam findings & Vaccinations if needed plan
with client. If possible, provide an & In-house mini diagnostic panel if not At this visit, dizcuss which level plan
exam report card. Discuss pet’s good already performed yvou would like to have pet on next
health and importance of year, and talk about care due at next
preventative care. wellness visit.
z::lclgsl::;:tl;u:E:::f::]::t;?ic;ss & Exam Highlight report card, or invoice with
& In-house mini diagnostic panel if services included on the plan from

Plan. Reinforce plan’s value and care
pet is receiving.

available and indicated.

today’'s visit (create value).

Developing your Delivery of Care will help communicate value and drive visits

This template is in the zip file attached to the email



Roadmap to Care

Are you effectively
-\ communicating
O\'w / your delivery of
L care to your
staff/clients?

['he
CAT 9151 Ustick Road o Boise, ldaho 83704
(208) 327.7706 + Fax (208) 327.0676
OCTOR o e

PAW Plan Roadmap to Wellness Care
<first-name> <last-name=
<gnimal>
<gtd-date=

Welcome! You have made a great decision to enroll <animal= in a Feline Comprehensive Plus Pet Annual
Wellness plan. <Animal="s PAW Plan will provide wellness care for the upcoming year. Below is an outline

to the services provided in <his= plan. Please ses the attached page for definitions of the services listed below.

Visit #1
o Semi-Anrmal Exam
o Vaccinations (if due)
FVRCP
Ealv
Rabies
o Deworming
o Senior Labwark (CBC, Chemistries, Electrolytes, Thyroid Screen, Urinalysis)
o Blood Pressure

Visit #2
o Dental Cleaning (IV fluid surgical support, general anesthesia, full mouth dental radiographs, dental
scaling and polishing, injectable pain control and hospitalization)

Visit #3
o Semi-Annual Exam (evaluate plan level for upcoming year)
o Vaccinations
FVRCP
Fely
Rabies
o Semi-Annual [ahwork (CBC, Chemistries, Thyroid Screen)
o Blood Pressure

Visit #4
o Medical Exam (can be used any time during plan year for an exam due to illness or injury or for final
visit prior to renewal to discuss plan recommendation for upeoming year)

I'he
CA I 9151 Ustick Road . Boise, ldaho 83704
OCTOR {208) 327.7706 . Fax (108) 327.0676
www.CatDrcom

Definitions

Semi-Annual exam

A complete physical exam mncluding evaluation of general appearance, integumentary (skin‘coat), musculo-
skeletal, circulatory, respiratory, digestive, neural and gepito-urinary systems. Eves, ears, lymph nodes and
mucous membranes are all checked for abnormalities. Teeth are evaluated visually and given a dental grading.
Weight is taken and a body condition score is assigned. Discussion of abnormalities found and preventative
care recommendations made.

FVRCP (Feline Viral Rhinotracheitis/ Calicivirus Panleukopenia):

Rhinotracheitis and Calicivirus: Accounts for up to 90% of all cases of infectious upper respiratory
tract disease in cats. Both viruses are shed in ocular, nasal, and pharyngeal secretions of infected
cats. Organisms are transmitted from cat to cat directly, through sneezed macro-droplets, or
indirectly, via contamination. Risk of exposure in cats is high becanse both organisms are
widespread in the feline population.

Panleukopenia: Caused by feline parvovirus. This virus can remain infectious for months to years
in the environment and is primarily spread via the fecal-oral route. Immunity to this virus is
primarily through antibody response to natural infection, vaccination, or passive transfer of maternal
antibodies from queen to kittens.

FELYV (Feline Leukemia Virus)

"Leukemia" means cancer of the white blood cells. This was the first disease associated with the
feline leukemia virus (FeL V) and, thus, the source of its name. We often use the term "leukemia"
rather loosely to include all of the diseases associated with the virus, even though most are not
cancers of the blood. This virus causes many other fatal diseases, in addition to leukemia.
Transmission is through transfer of saliva or nasal secretions resulting from prolonged intimate
contact, (i.e. mutual grooming), biting, or sharing food or water utensils, blood transfusion or
through milk. Kittens are most susceptible to infection: resistance increases with maturity.

Rabies

This vaccine is recommended for human health reasons. The virus is transmitted mainty through
bite wounds of infected animals. In the pagi the primary carrier is the bat. Bats do get
indoors, so even indoor-only cats should be vaccinated. This vaccine can be given at § weeks or
beyond, and is a yearly vaccine.

Deworming

Most commonly administered topically, treatment for parasites is very non-invasive and recommended even
for indoor only cats. Exposure to parasites can be from hunting, sharing a litterbox with another cat positive
for parasites, or even grooming and ingesting minute amounts of dirt tracked in from outside. Many feline
parasites can be dangerous for umans, therefore regular parasite prevention is recommended by the CDC.

Educate your staff to your SOC and show the alignment in the SOC/Wellness plans

NVA @

This template is in the zip file attached to the email
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pawplans

PAW Launch — Date

Hospital Team Why — Summanry:

What is wellness?

L 1)
h’ PAW Benefits:

L1
‘.’ PAW Benefits:

'.’ PAW Benefits:

.D' PAW Benefits:

Pets

Clients

Team

Practice

"VRSNEUIFI YRAYd 271
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plans included services, communication, and administratio

are key to success.
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Developing a tegm
"is key to

A PAWengageme
and overall success$
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This template is in the zip file
attached to the emaill
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Contacf your PAW Plan
ICO ator for a
=updagyed copy of

Know your Savings

%) MRPH

KNOW YOUR SAVINGS!

Promote Value to Clients

TYVRSNABUIFI YRAY 3

2SttysSaa

communication, and administration are key to success.

Canine Essential Re_gular Pr_eferren:_l ’ Canine Essential Plus Pr_eferre{_l .
Price Client Pricing Client Pricing
3 Office Examinations/Visits S 13900 | S 117.43 |3 Office Examinations/Visits S 13900 | S 117.00
5 Canine Vaccinations S 12290 |5 103.82 5 CanineVaccinations § 12290 |5 103.45
1 Intestinal Parasite Fecal Exam 5 1200 S 15.21 1 Intestinal Parasite Fecal Exam g 1200 5 15.15
1 Heartworm & Tick Borne Disease Test 5 3450 5§ 25.15 1 Heartworm & Tick Borne Dizease Test g 3450 & 29.04
1 Essential Internal Organ Function Screen with CBC and Electrolytes 5 10760 S 90.91 1 Essential Internal Organ Function Screen with CBC and Electrolytes S 10760 S 90.57
2 BioHazard Fee 5 3.40 5 2.87 1 Dental Cleaningand Oral Evaluation § 375.00 5 315.66
1 Full Mouth Dental X-Rays S  BBSO S 57.66
2 BioHazard Fee g 340 5 2.87
1 TotalValue: 5 42540 5 355.40 TotalValue: & 88830 5 731.40
1 Total Savings: &  66.00 16% Total Savings: § 137.50 16%
:_ Monthly Payments: & 29.95 Monthly Payments: & 60.95
Canine Comprehensive Plus ge_gular Pr_eferre{_l . PAW Perks 15% Discount
rice Client Pricing
3 Office Examinations/Visits S 13900 | S 115.61 Microchip (1)
5 Canine Vaccinations S 12290 |5 102.22 Mail Trim (Unlimited)
1 Intestinzl Parasite Fecal BExam S 1800 5 1497 Anzl Gland Expression (Unlimited)
1 Heartworm & Tick Borne Dizease Test 5 3450 5 28.69 Playtime Plus with boarding (Unlimited)
1 Eszential Internal Organ Function Screen with CBC and Electrolytes 5 157830 S 131.33 Lazer Therapy Packaze (1)
1 Urinalysiz with Cystocentesis s 4500 5 37.43
1 Thyroid Test 5 5140 5 42.75
1 Dental Cleaning and Oral Evaluation 5 37500 S 311.89
1 Full Mouth Dental X-Rays 5 E25D 5 CE.97
1 Tenometry (Glaucoma Test) 5 3280 % 27.28
1 X-Ray [2 Views) 5 14340 | S 123.43
2 BiopHazard Fee 5 3.40 5 2.83
Total Value: §1,1%6.80 5 9595.40
Total Savings: & 20140 17%
Monthly Payments: $ 82,95
— — - = o
2T e 2dzNJ a 2 KId

é l-
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S
H
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% The PAW Team recommends printing this slide

Regularly checkn
with your team(s) on
their engagement

PAW Engagement Checklist _

Engagement Area Support Tools / Resources

A Know your Savings
Saving Client's Money! X X X X A PAW Perks
A Out of Plan Professional Service Discounts
A Delivery of Care
Training/Workflow/Efficiencies X X X é $r(e)16i1rcljirr]11§ Fr)ntgdglaerse
A Relaunch/Refresh Surveys
A Bonus Report Monthly
S B A = = A Hospital sponsored incentives (e.g., lunch, scrubs)
Medical Compliance X X é gﬁewn dpfg al?;;guctlon
Production Pay/Discounting X ﬁ gg\ewnder?alr;;csjuctlon
PAW services alignment with SOC o
(Identify your SOC) X X X A Utilization % report
Savings/Monthly Payments X é Eﬁ(\)/\\//vzlggr%g)\zngrse
Roadmap to care ¥ A Delivery of Care
(Communicate your SOC) A Roadmap to care

\ )| . J | Y J

f
Value that PAW Brings Those Most Engaged Resources to Enhance Engagement

Quick Wins to Drive Cultural Change
A Assess each team member to understand their level of engagement

A Discuss barriers which prevent engagement with PAW

A Ask team members what they like about PAW

A Collect team member ideas on how to improve PAW (you'll be surprised!) NVA@
A Utilize support tools/resources to promote engagement -
A Reach out to your PAW Support Manager for additional support




Determining Your Client Type

% The PAW Team recommends printing this slide

Know your
audience and
communicate
accordingly

_ Client Behavior Tools to Overcome Client Concerns

Penny Pincher

Pet Enthusiast

High Maintenance

Convenience
Minded

1) Expresses financial concerns immediatelyl) Discuss value of the plan focusing on timancial breakdown
2) Wants the best care, budeels it's too 2) Show the savings using the Know your savings tool and conr
expensive GNBOFAETQ O02ad 2F aSNBWAOSa (2 RA
3) Use the estimate tool to create both options, with and without
a plan and compare side by side

1) Will do ANYTHING for their pet 1) Don't discuss finances first. Discuss value of services and the

2) Offended if the first subject we address is need to perform them in order to live their best life

cost 2) Inquire about long term goals for the pet. Show the link
between diagnostics and prevention

3) In most cases, do not show cost from brochure. Show the
services and explain in

detail what they mean for the pet

1) Needs much reassurance of pet care 1) Value in 4 visits a year, ability to get VIP care and the special

quality service perks that come with a paw plan
2) Generally takes longer due to many HO 5Aad0dzaa (GKS LISNja 2F GKS LI I
guestions apple products and the exclusive feeling their owners appreciate)

1) Wants to get in quickly, same day in manyl) Discuss the fact that we will take care of what their pet needs
cases. Does not want to have to figure out and track when things are due. We will call, send letters and
what pet needs, wants us to just provide theensure all care is given.

care needed 2) Reassure that we take on all the responsibility of getting the pet

2) Wants Saturdays and just cares about  the care needed

speed and ease of visit 3) Discuss weekend hours, ability to have VIP scheduling due to

paw plan



% The PAW Team recommends printing this slide

Wellness Across All Life Stages

My body ac hes """
.+ and dad said |
2 What opportunities exist ne%?]gIO?aciwork ;
> ' to have thewellness | e Ty x-ray ;
1 4} conversation more | e ~Dr. Smitth Sa'd ItS T e d'agn03t|05
often? o ST, a tlr|ne o ?ﬁntal L
: SR cleaning. | hope_
Lg?o vSnkup | O m al = my breath smells™_.© ("
andready for " e b eter
my spay. | hope™, 7 T -

it doesn't hurt

“"Morm sald I need
vaccines to
remain free from_
preventable ™

dlseases

---------

.........
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% The PAW Team recommends printing this slide

Scripting Based Upon Your Client Type 1/2

SCRIPTING RECOMMENDATIONS BASED ON CLIENT TYPE

Penny Pincher

"Based on <pet's name>'s needs today, | would recommargblan level> PAW Plafhis plan includes all of today's servicastsxIplus
everything else <pet's name> will need for wellness careyher! And PAW Plans are budgeiendly, with discounts on vetarary services
and a monthly payment option.

Without a PAW Plan, the cost for today's visit will be <provide estimate of servilfgsst enroll now, today's balance dueuld be
<membership fee + First Months Payment Amount>, which covers thdioreemembership fee and your first month's paymemirom trere,
it would be a manageable monthly payment of <plan monthly fééfuld you like to enroll today?"

Pet Enthusiast

" <Pet's Name> is going to need <list services> todlagink you for bringing him/her in today for this very important cai&e know you
want <pet's name> to live thiengest, healthiest, happiest liteand annual screenings are a great way to detect changesleefdye they
become serious.

Our practice offers preventive care plafBAW Plans), which bundle essential services like annual exams, vaccines, arthtabAesplan
level> PAW Plan would include the wellness services <pet's naimeds today and for the next 12 month&ot only do these pins allow
you to provide your pet with the best possible care at every life stage, they also offer a monthly payment option. Riesagoess to other
membership perks that only plan members are eligible #fbuld you like to join our PAW Plan Program today?"

NVA 4%



% The PAW Team recommends printing this slide

Scripting Based Upon Your Client Type 2/2

SCRIPTING RECOMMENDATIONS BASED ON CLIENT TYPE

High Maintenance

"We know that you want the very best for <pet's name>, and our team is here to ensure that he/she gets the best care [Besaipleble to
see <pet's name> regulathelps us to detect changes before they become seriBusventive care services are essential to help prevent
disease and support his/her longest, healthiest, happiest life!

Our practice offers wellness plans (PAW Plans), which bundle preventive care essentials like exams, vaccines, andalabspstand) the
cost over 12 convenient monthly paymen®ur doctors worked together to create a customized plan for every life stageadmap for
best care at any agePlus, there is acce$s other membership perks that only plan members are eligible Based upon <pé& name>'s
needs today and in the upcoming year, we would recommend a <plan level> PAW\RIaldl. you like to join our PAW Plan Prograddy?"

ConvenienceMinded

"Based on <pet's name>'s needs today, | would recommargblan level> PAW Plafhis plan includes all tdday's services islt> plus
everything else <pet's name> will need for wellness careye&. PAW Plans areudgetfriendly, with discounts on veteringrservices and a
monthly payment option.There are also other membership perks that only plan members are eligible for!

We have a customized plan for every life stage, which makes it easy to ensure the best wellness care possible at €uargyatgm tracks
which services have been provided and which are still available, and we will be happy to gavewgrlate for you at every vis We will
alsoplan your next services in advance, at a time that is most convenient forjould you like to enroll today?"

NVA 4%



Best Practice

Understanding anaximizingReporting/Accounting



Understand PAW

—\ reporting to better
administer your
LAY program and

b enhance value

1) PAW Plan Production report 1) FinanciaFolders

Pé%rgvgrg:%la cglacﬁul ted based up2) Discounted values 2) PAW Plan pravork file

| 2 S S S
L WSS s "s8rvices réndere eir discounte®) Adjusted Period Totals (Daily 3) Financial Folders

values (not the sale of thieJt |y and EOM)

Accounting

Membership fees are recognizeder al) Gl (PR el (et 1) FinanciaFolders

. only) . .
Pt A A 2-year period from the datef . 2) FinanciaFolders/Board BI
|
P Y2ZNIUAI SR as$s enroliment(example $49.98istributed 2) Statement of Operations (SO(

over 24 months at $2.0BJSNJ Y2 y (i K0

Upon enroliment, estimated unused P Contact your PAW Plan
9altAYFGSR 'y PLEI SETIEES £ (COTIEE MOMIT €0 0w o v ionn percentage:Coordinator for your hospital's
on your historical utilization(example specific utilization rate
$599.40 at 33% over year $16.48 pel P
Y2y UKO

Upon plan maturity, we compare

Expired Plans "Tru¢ LJh es\,,tl;nta: Leeduupn?ti?sdg;?g:;u;:;ﬁseag;Statement of Operations (SOO) FinanciaFolders/Board BI

negative dependent on actual
dzGAT AT FOA2Y 0

This PAW Accounting Guide is in P
the zip file attached to the email NVA 4



% The PAW Team recommends printing this slide

Understand PAW
reporting to better

Re p O rtl n g g‘; administer your
L4 program and
enhance value

wS L2 NI 5SaONRLIGAZ2Y [ 20FGARY 585t AGSN

PAW Plamdjusted Period Totalseport adjustedio remove PAWPlan sales anchembershipfees FinanciaC 2 f | 51 Af 8
Period¢ 2 ( I f wihile adding PAWPlan revenuand earnednembershipfees.

Flash reportidjusted toremove PAWPIlan sales anthembershipfees

while adding
Planrevenue estimatedearnedmembershipfees,estimatedunutilized Emaildistribution 7th, 14th,21st and

SRR services, andnline pharmacyd TNRY C[¢ 9ha

Estimates ardased offprior month.
SOO report isnonth end financiaNB LJ2 NIi A y 3 @

SIEEIEE djusted toremove PAWPIlansales ananembershipfeeswhile adding . 2 NR il (aftg '
of Operations6 { h : . . theaccountingO t 2
Planrevenue actualearnedmembershipfees,actualunutilizedservices,
true up of expiredplans andonline pharmacy.
PAW Plart NP R dzPAW Plaservicegendered byDoctor attheir assignedliscountedd | £ dzS FancialC 2 f | az2zyiaKfte
PAWPIlanlandscapdenroliments renewals, andaturation) forthe Automate dEmall
Enroliment5 | & K 0 LJS NNrénRidy dataover 12weeks. To be added B D s o 2 §$1 fe
in the comingmonths(Enrolimentby Provideland PPCOM)
A . . A . a ted
9y NR f f YS yTihe totdeyrolb@ent bonusamount for theperiod ($10 pey S & Sy NP fEma|II§7f Monthly
[LISYR 1y ErF & poit EI%;A\lilv‘bpIgirnrolIment spend behavidgi@available by Client and CAYIl yOR | a2y iKE e
[2) This PAW Accounting Guide is in NVA 44

the zip file attached to the email



Best Practice:
OptimizingWork Flowand Efficiencies for Curbsidéheckn



% The PAW Team recommends printing this slide

Have you adapted your

C u rbS I d e C h e Gm & PAWCconversationsn tg

Ayour curbsiderocess?

-
§Q

1) Provide pricing and
wellness care options to
clientswho are price
shopping

2) Send digital PAW
brochures with younew
client registration and/or 2) Technician will
appointment approach vehicle to
guestionnaire gather pet. Where

3) Send digital PAW appropriate, the Tech will

brochureswith their drop off aPAW 3) The pet is returned to
brochurdknow your

appointment reminders : g the vehicle with contract
> Savings and answer > in hand for client to
guestions

review and sign

1) Upon curbside cheek
in the CSR will discuss
patient needs for the visit.
Where appropriate, the
CSR will introduce PAW
Plans

1) DVM calls client to
discuss exam
findings (and
recommends PAW if
appropriate)

2) If pet is enrolled in a
PAW Plan then client is
called to collect payment
method and schedule the
future payments

<
)
Q
<
@)
B}
ie)
0
o
| -
>
@)

Doctor Recommendation

Communication PreA

D
>

Effective transformation is all about refining your strategy over time by using sustainable and prove
best practices

) NVA &%




How is PAW
Integrated in to your
() technology portfolio?

Embracing New Technologies

Open new communication
channels and adjust your
messaging, you can reassure pet

Reassess the way clients
interact with your practice and

the way that care is delivered Implement cellular (portabl_e) no parents and keep them engaged
contact paymentprocessing
o For additional information,
Book Your pts contactposteam@nva.confor

Appointment Online

ﬁ additional information
¥
Ingenico (B

Online Booking Tool to optimize M
: : L ove
appointment booking capacity in 5000
your workflow i

Add live chat to your workflow
and keep clients engaged

an
PHARMACY ONLINE

Cellular credit card device
to optimize curbside checin

.

Online Pharmacy to optimize Two Way Texting allows clients tg
no contact ordering/delivery connect when not in the building

-

Reach out to your PSM or ]
field leader for ideas on
technology integration!

Telemedicine appointments

optimize a contact free zone and Use DocuSign to create electronic
make you more accessible forms and access virtual contract

a7y



mailto:posteam@nva.com

Best Practice

Maximizing Success with a PAW Champio



PAW champion election

PAW Plan Champion Overview coctve veaye s key

» YO
5” driving success!

ANYONE CAN BE A PAW CHAMPION!
V Support staff member can be a CSR, TAsBijstant

V Tasks/time varies between hospitals

V Enthusiastic about wellness and prevention, strong collaborator, detmihted, and
communicates well with both clients and staff

Benefits
V Peerto-Peer Support

V Growth and development opportunities for engaged employees

V Frees up time for hospital manager

Contact your PAW Support Manager for information & training opportunities

NVA @



% The PAW Team recommends printing this slide

Do you have anyone on
your team who has
expressed interest in
growth opportunities?

Potential Tasks of a PAW Champ

IVIAR K | NS @ LU IN FAW PLANI PROG/ EAM ENGAGEM EN
ENGAGEME AR VIIN ESIERAD G = ERE O RIMAN:
E Sociaimedia E Cancellations/upgrades E New employee training
E Creating/implementing E Failed payments E Team huddle/cheerleading
| marketing strategies E Renewals E Internal contests
'_E Marketing collateral E Refresh involvement E/2yySOG GSIyYy w
'_E Promotions E Audit usage E Workflow assessment and
E Client education E Reporting and tracking PAW Print modification
E Advanced inquiries E Celebrate success

NVA @



Best Practice

Enhancing Pet Wellness with Marketing



Have you reviewed
your marketing plan
lately?

Marketing Guide for Best Practices

Marketing Resources Available

Congratulations on launching Pet Annual Wellness (PAW) Plans!

NVA Marketing offers resources and best practices to help you drive PAW Plan enrolime

communicate its benefits to clients AS you make
Foradditionalsupport with any of the resources listed below, 1
please contacthe MarketingHelpdeskViarketing@NVA.com adJ u Stm e ntS to
Interactions with your
Action Item Contact Vendor Responsible ~ ~ L~ e «
Publish a ddicatedPAW Plan Marketing@nva.com 3" party NVA O f 7\ S y. u a z 7\ u Q a
Page to your hospital website

Include PAW Plans in your marketing@nva.com Vetstreet/AllyDVM HOSPITAL
Client Reminder Messaging apply these Changes to

your digital presence!

Order & activate PAW Enrollmen pp@bentleyprint.com Bentley Print HOSPITAL
kit
Collect any needed translation  Alejandra Castaneda Cultural Broker LLC HOSPITAL
303-7189678
axcastaneda@-culturalbrok
er.com
UpdateOnHold Messaging Jim Reed On Hold Productions HOSPITAL

(888) 5463949
iimreedprod@hotmail.com

Announce orSocial Media Marketing@NVA.com NVA NVA/HOSPI
Video Marketing@NVA.com NVA HOSPITAL
PAW Merchandise, Posters & Design Depot (add link) GreenTree HOSPITAL
Graphics

UpdateClient Service Centef cschelpline@NVA.com NVA HOSPITAL
your PAW launch

Order and install printed pp@bentleyprint.com Bentley Print NVA/HOSPI
Collateral

OrderExterior Signage/Banner  pp@bentleyprint.com Bentley Print HOSPITAL

This template is in the zip file attached to the email



Complete the 10

@ minute survey to
A maximize your

=

N marketing efforts!

Marketing ChecklisiSurvey

A Are you aware of all thBIEW marketing materiaksvailable?

A Haveyou maximizedyour marketingefforts?

A Let us help you maximize your time/efforts by taking thisriiQute survey (link below)

A Take a closer look at marketing opportunities and take advantage edgreloped messaging

© % Q ? O | HiKarenjoseph ~

PAW Team Master NV...

Marketing ChecklisSurvey | OOS & & L Y|t

Marketing Survey - Add Marketin... Cancel

https://nva.quickbase.com/db/bgnd4rkjp?a=nwr

Submitter Mame * Submitter Role *

Username and Password is the same as you usg fof = =

the Invoice Processing System (IPS) in Quickquse -

PAW Coordinator PAW PSM

Marketing Business Pariner

~_Self-Service PAW Marketing

Register for the highly
sought afterwebinar

abl GA e ielingss - —
conversatio (2RI & — —

Digital Collateral

‘Social Media Posts (GP Connect) Email blasts (GP Connect)

PAW Plan specific Facebook cover photo (GP Connect) Digital brochure copies emailed to clients as needed



https://nva.quickbase.com/db/bqnd4rkjp?a=nwr

When was the last time
you reviewed your marketing
planand engaged your
Marketing Business Partner on

Marketing Plan

- e
MARKETING ACTION PNAFORPAW PLAN PAWspecific opportunities
Hospital Name:
Hospital Number:
Responsible Party
Hospital Goals Divisional Goals

Enrollment Renewal
Goal Goal

% %

List what your team is great at whenworking with PAW Plans:

List out the areas that need to be improvedon when working with PAW Plans

List out your proposedchanges in order to make PAW Plans successful

List the measurable items you willtrack in order to make PAW Plans successful -

This template is in the zip file attached to the email






























