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

PAW Passport to Success
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1. Watch the 8 minute videotutorial on how 
to maximize your success with this guide!

2. Review the various best practices for 
administering PAW Plans

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

4. Access all the templates shared in this 
guide in the attached zip file

How to Utilize The
PAW Passport to Success

Compiled by the PAW team in 
partnership with hospital and 
field leaders!

Hosted by Ange Priest, our 
South Group PSM!

Ideas designed to help you 
apply the concepts to your PAW 
program

Look out for blurbs at the bottom of each page!

Included for easy access!

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


Industry Trend

The COVID-19 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.

COVID-19 and the 
stay at home 
orders brings new 
challenges

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 in the currentŜŎƻƴƻƳƛŎ ŎǊƛǎƛǎ
2) Promoting your hospitals standard of care so pets receive ALL the care recommended by the 
medical team which will help thepet live their best life



Actionable Area How to Improve? Action Section

Embedding PAWin to Your 
Culture

Back to basics-team ςEmbedding 
PAW in to your culture
(Why, What, Engagement)

Å Develop/align onteam "why"
Å Review/revamp PAW Print
Å Review/revamp Roadmap to Care
Å Assess/address team engagement

Pages 5-16

Understanding and Maximizing 
Reporting/Accounting

PAW Plan Reporting & Accounting 
review for better program 
administration and maximum 
buy-in

Å Create clear transparency around PAW 
reporting/accounting

Pages 17-19

Optimizing Work Flow and 
Efficiencies for CurbsideCheck-in

Best practiceswith curbside 
check-in
Product ideas to enhance the 
userexperience

Å Assure that your team has a plan for discussingPAW Plans 
during curbside check-in and the products in place to 
manage this change

Pages 20-22

Maximizing Success with a PAW 
Champion

Elect a PAW Plan Champion, train 
your Champion, and delegate 
duties

Å Empower a PAW Champion to take on duties to spread out 
the workload, promote best practices, and grow your 
program

Pages 23-25

Enhancing Pet Wellness with 
Marketing

Evaluate your Marketing plan and 
engage your clients

Å Create/update your PAWPlan client acquisition strategy
Å Take the marketing survey to review best practices, 

provide us with feedback, and request marketing updates

Pages 26-33

Leveraging your PAW Team Do you need support from the 
PAW Plan team

Å Take advantage of available support tools
Å Meet the PAW team and reach out with questions

Pages 34-45

Table of Contents

Designed to identify actionable items and provide resources toimprove your PAW program



Best Practice: 
Embedding PAW into your Culture



Alignment in Your Wellness Culture

Is your team cohesivein their approach to wellness?

Are recommendations for wellness services consistent?

Do you regularly assess Team Communication & Workflow? 

What tools do you use for Client Education?

Do you provide a Delivery of Care for annual wellness?

Have you aligned on your PAW Print?

What does follow-up look like?

Do you regularly celebrateάbƻǊƳŀƭέ ǊŜǎǳƭǘǎ ŦƻǊ ŀƴƴǳŀƭ ŘƛŀƎƴƻǎǘƛŎǎΚ

Is your team well-ŀƭƛƎƴŜŘ ǿƛǘƘ ȅƻǳǊ ά²ŜƭƭƴŜǎǎ ²ƘȅέΚ

Is PAW embedded 
in your culture? 



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

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

Full Template

Example Snippet From a Hospital

Zoom in to See Example Content

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?

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

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

Are you effectively 
communicating 
your delivery of 
care to your 
staff/clients?

This template is in the zip file attached to the email



!ƭƛƎƴ hƴ ¸ƻǳǊ ¢ŜŀƳ ά²Ƙȅέ

¦ƴŘŜǊǎǘŀƴŘƛƴƎ ƻŦ ȅƻǳǊ ά²ŜƭƭƴŜǎǎ ²Ƙȅέ ŀƴŘ ŦŀƳƛƭƛŀǊƛǘȅ ǿƛǘƘ 
plans included services, communication, and administration 

are key to success.

Developing a team 
"why" is key to 
PAWengagement 
and overall success

This template is in the zip file 
attached to the email



!ƭƛƎƴ ¸ƻǳǊ ¢ŜŀƳ ƻƴ ǘƘŜ ά²Ƙŀǘέ

¦ƴŘŜǊǎǘŀƴŘƛƴƎ ƻŦ ȅƻǳǊ ά²ŜƭƭƴŜǎǎ ²Ƙŀǘέ ŀƴŘ ŦŀƳƛƭƛŀǊƛǘȅ ǿƛǘƘ Ǉƭŀƴǎ ƛƴŎƭǳŘŜŘ ǎŜǊǾƛŎŜǎΣ 
communication, and administration are key to success.

Contact your PAW Plan 
Coordinator for an 
updated copy of your 
Know your Savings

Promote Value to Clients 
By highlightingSavings!!



PAW Engagement Checklist
Regularly check-In 
with your team(s) on 
their engagement 
level with PAW!

Engagement Area CSR Technician Doctor Client Support Tools / Resources

Saving Client's Money! X X X X
Å Know your Savings
Å PAW Perks
Å Out of Plan Professional Service Discounts

Training/Workflow/Efficiencies X X X

Å Delivery of Care
Å Roadmap to Care
Å Training modules
Å Relaunch/Refresh Surveys

Staff Bonus X X X
Å Bonus Report Monthly
Å Hospital sponsored incentives (e.g., lunch, scrubs)

Medical Compliance X X
Å PAW Plan Production
Å Spend Analysis

Production Pay/Discounting X
Å PAW Plan Production
Å Spend Analysis

PAW services alignment with SOC
(Identify your SOC)

X X X Å Utilization % report

Savings/Monthly Payments X
Å PAW Plan Brochure
Å Know your Savings

Roadmap to care
(Communicate your SOC)

X
Å Delivery of Care
Å Roadmap to care

Value that PAW Brings Those Most Engaged Resources to Enhance Engagement

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

Å Discuss barriers which prevent engagement with PAW
Å Ask team members what they like about PAW
Å Collect team member ideas on how to improve PAW (you'll be surprised!)

Å Utilize support tools/resources to promote engagement
Å Reach out to your PAW Support Manager for additional support

The PAW Team recommends printing this slide out!



Determining Your Client Type

Know your 
audience and 
communicate 
accordingly

Client Behavior Tools to Overcome Client Concerns

Penny Pincher

1) Expresses financial concerns immediately

2) Wants the best care, butfeels it's too 
expensive

1) Discuss value of the plan focusing on thefinancial breakdown

2) Show the savings using the Know your savings tool and compare 
άǊŜǘŀƛƭΩ Ŏƻǎǘ ƻŦ ǎŜǊǾƛŎŜǎ ǘƻ ŘƛǎŎƻǳƴǘŜŘ ǾŀƭǳŜǎ

3) Use the estimate tool to create both options, with and without 
a plan and compare side by side

Pet Enthusiast

1) Will do ANYTHING for their pet

2) Offended if the first subject we address is 
cost

1) Don't discuss finances first. Discuss value of services and the 
need to perform them in order to live their best life

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

High Maintenance

1) Needs much reassurance of pet care 
quality

2) Generally takes longer due to many 
questions

1) Value in 4 visits a year, ability to get VIP care and the special 
service perks that come with a paw plan

нύ 5ƛǎŎǳǎǎ ǘƘŜ ǇŜǊƪǎ ƻŦ ǘƘŜ ǇƭŀƴΣ ǘƘƛƴƪ ƻŦ ŀ ΨŎƭǳōΩ ŀǎ ǘƘŜ Ǉƭŀƴ όŜΦƎΦΣ 
apple products and the exclusive feeling their owners appreciate)

Convenience 
Minded

1) Wants to get in quickly, same day in many 
cases. Does not want to have to figure out 
what pet needs, wants us to just provide the 
care needed

2) Wants Saturdays and just cares about 
speed and ease of visit

1) Discuss the fact that we will take care of what their pet needs 
and track when things are due. We will call, send letters and 
ensure all care is given.

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

3) Discuss weekend hours, ability to have VIP scheduling due to 
paw plan

The PAW Team recommends printing this slide out!



Wellness Across All Life Stages

14

Mom said I need 
vaccines to 

remain free from 
preventable 

diseases

Look Iõm all 
grown up 

and ready for 
my spay. I hope 
it doesn't hurt

Dr. Smith said it's 
time for a dental 
cleaning. I hope 
my breath smells 

better

My body aches 
and dad said I 

need bloodwork 
and x-ray 
diagnostics

What opportunities exist 
to have the wellness 
conversation more 
often?

The PAW Team recommends printing this slide out!



Penny Pincher

"Based on <pet's name>'s needs today, I would recommenda <plan level> PAW Plan.This plan includes all of today's services <list> plus 
everything else <pet's name> will need for wellness care thisyear! And PAW Plans are budget-friendly, with discounts on veterinary services 
and a monthly payment option.

Without a PAW Plan, the cost for today's visit will be <provide estimate of services>.If you enroll now, today's balance due would be 
<membership fee + First Months Payment Amount>, which covers the one-time membership fee and your first month's payment.From there, 
it would be a manageable monthly payment of <plan monthly fee>.Would you like to enroll today?"

Pet Enthusiast

" <Pet's Name> is going to need <list services> today.Thank you for bringing him/her in today for this very important care!We know you 
want <pet's name> to live thelongest, healthiest, happiest lifeςand annual screenings are a great way to detect changes earlybefore they 
become serious.

Our practice offers preventive care plans(PAW Plans), which bundle essential services like annual exams, vaccines, and lab testing. A <plan 
level> PAW Plan would include the wellness services <pet's name> needs today and for the next 12 months .Not only do these plans allow 
you to provide your pet with the best possible care at every life stage, they also offer a monthly payment option. Plus, you get access to other 
membership perks that only plan members are eligible for!Would you like to join our PAW Plan Program today?"

SCRIPTING RECOMMENDATIONS BASED ON CLIENT TYPE

Scripting Based Upon Your Client Type 1/2

The PAW Team recommends printing this slide out!



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 possible. Being able to 
see <pet's name> regularlyhelps us to detect changes before they become serious.Preventive 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, and lab testingand spread the 
cost over 12 convenient monthly payments.Our doctors worked together to create a customized plan for every life stage - a roadmap for 
best care at any age.Plus, there is accessto other membership perks that only plan members are eligible for!Based upon <pet's name>'s 
needs today and in the upcoming year, we would recommend a <plan level> PAW Plan.Would you like to join our PAW Plan Program today?"

Convenience-Minded

"Based on <pet's name>'s needs today, I would recommenda <plan level> PAW Plan.This plan includes all oftoday's services <list> plus 
everything else <pet's name> will need for wellness care thisyear. PAW Plans arebudget-friendly, with discounts on veterinary services 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 every age.Oursystem tracks 
which services have been provided and which are still available, and we will be happy to give youan update for you at every visit. We will 
alsoplan your next services in advance, at a time that is most convenient for you.Would you like to enroll today?"

SCRIPTING RECOMMENDATIONS BASED ON CLIENT TYPE

Scripting Based Upon Your Client Type 2/2

The PAW Team recommends printing this slide out!



Best Practice:
Understanding andMaximizingReporting/Accounting



Accounting

Area 5ŜǎŎǊƛǇǘƛƻƴ Resource(s) Location

t!² wŜǾŜƴǳŜ wŜŎƻƎƴƛǘƛƻƴ
PAW revenue is calculated based upon 
services rendered at their discounted 

values (not the sale of theǇƭŀƴύ

1) PAW Plan Production report
2) Discounted values
3) Adjusted Period Totals (Daily 
and EOM)

1) FinancialFolders
2) PAW Plan pre-work file
3) Financial Folders

!ƳƻǊǘƛȊŜŘ aŜƳōŜǊǎƘƛǇ CŜŜǎ

Membership fees are recognizedover a 
2-year period from the dateof 

enrollment(example $49.95distributed 
over 24 months at $2.08ǇŜǊ ƳƻƴǘƘύ

1) Adjusted Period Totals (EOM 
only)
2) Statement of Operations (SOO)

1) FinancialFolders
2) FinancialFolders/Board BI

9ǎǘƛƳŀǘŜŘ ¦ƴǳǎŜŘ wŜǾŜƴǳŜ

Upon enrollment, estimated unused PAW 
Plan services are booked monthly based 

on your historical utilization(example 
$599.40 at 33% over1 year $16.48 per 

ƳƻƴǘƘύ

PAW Plan utilization percentages
Contact your PAW Plan 
Coordinator for your hospital's 
specific utilization rate

Expired Plans "True-¦ǇϦ

Upon plan maturity, we compare 
estimated unusedto actual unused and 

we true up (this can be a positive or 
negative dependent on actual 

ǳǘƛƭƛȊŀǘƛƻƴύ

Statement of Operations (SOO) FinancialFolders/Board BI

Understand PAW 
reporting to better 
administer your 
program and 
enhance value

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



Reporting
wŜǇƻǊǘ 5ŜǎŎǊƛǇǘƛƻƴ [ƻŎŀǘƛƻƴ 5ŜƭƛǾŜǊȅ

PAW PlanAdjusted 
Period¢ƻǘŀƭǎ

Period Totalsreport adjustedto remove PAWPlan sales andmembershipfees 
while adding PAWPlan revenueand earnedmembershipfees.

FinancialCƻƭŘŜǊǎ5ŀƛƭȅ

CƭŀǎƘ wŜǇƻǊǘ

Flash reportadjusted toremove PAWPlan sales andmembershipfees 
while adding 
PAWPlanrevenue,estimatedearnedmembershipfees,estimatedunutilized
services, andonline pharmacyΦ

Estimates arebased offprior month.

Emaildistribution
ŦǊƻƳ C[¢

7th, 14th,21st and 
9ha

Statement 
of Operationsό{hhύ

SOO report ismonth end financialǊŜǇƻǊǘƛƴƎΦ

Adjusted toremove PAWPlansales andmembershipfeeswhile adding 
PAWPlanrevenue,actualearnedmembershipfees,actualunutilizedservices,
true up of expiredplans, andonlinepharmacy.

.ƻŀǊŘ .L
Monthly (after 

the accountingŎƭƻǎŜύ

PAW PlantǊƻŘǳŎǘƛƻƴPAW Planservicesrendered byDoctor attheir assigneddiscountedǾŀƭǳŜǎΦFinancialCƻƭŘŜǊǎaƻƴǘƘƭȅ

Enrollment5ŀǎƘōƻŀǊŘ
PAWPlanlandscape(enrollments,renewals, andsaturation) forthe 
ǇŜǊƛƻŘΦTrending dataover 12weeks. To be added 
in the comingmonths(Enrollmentby Providerand PPCOM)

AutomatedEmail
ŘƛǎǘǊƛōǳǘƛƻƴ

²ŜŜƪƭȅ

9ƴǊƻƭƭƳŜƴǘ .ƻƴǳǎThe totalenrollment bonusamount for theperiod ($10 perƴŜǿ ŜƴǊƻƭƭƳŜƴǘύΦ
Automated 

EmailŘƛǎǘǊƛōǳǘƛƻƴ
Monthly

{ǇŜƴŘ !ƴŀƭȅǎƛǎ
Pre & post PAW Planenrollment spend behavior(available by Client and 
by5ƻŎǘƻǊύΦ

CƛƴŀƴŎƛŀƭ CƻƭŘŜǊǎaƻƴǘƘƭȅ

Understand PAW 
reporting to better 
administer your 
program and 
enhance value

The PAW Team recommends printing this slide out!

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



Best Practice:
OptimizingWork FlowandEfficiencies for CurbsideCheck-in



Curbside Check-In
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t 1) Provide pricing and 

wellness care options to 
clientswho are price 
shopping

2) Send digital PAW 
brochures with yournew 
client registration and/or 
appointment 
questionnaire

3) Send digital PAW 
brochureswith their 
appointment reminders

C
u

rb
si

d
e

 C
h

e
ck-
In 1) Upon curbside check-

in the CSR will discuss 
patient needs for the visit. 
Where appropriate, the 
CSR will introduce PAW 
Plans

2) Technician will 
approach vehicle to 
gather pet. Where 
appropriate, the Tech will 
drop off a PAW 
brochure/know your 
savings and answer 
questions

D
o

c
to

r 
R

e
co

m
m

e
n

d
a
tio

n
s

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

3) The pet is returned to 
the vehicle with contract 
in hand for client to 
review and sign

Have you adapted your 
PAWconversationsin to
your curbsideprocess?

21

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

The PAW Team recommends printing this slide out!



Embracing New Technologies

Cellular credit card device 
to optimize curbside check-in

Add live chat to your workflow 
and keep clients engaged

Online Booking Tool to optimize 
appointment booking capacity in 

your workflow

Online Pharmacy to optimize 
no contact ordering/delivery

Telemedicine appointments 
optimize a contact free zone and 

make you more accessible

Two Way Texting allows clients to 
connect when not in the building

Open new communication 
channels and adjust your 

messaging, you can reassure pet 
parents and keep them engaged

Implement cellular (portable) no 
contact paymentprocessing
For additional information, 

contactposteam@nva.comfor 
additional information

Reassess the way clients 
interact with your practice and 
the way that care is delivered

Use DocuSign to create electronic 
forms and access virtual contracts

How is PAW 
Integrated in to your 
technology portfolio?

Ingenico
Move 
5000

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

mailto:posteam@nva.com


Best Practice:
Maximizing Success with a PAW Champion



PAW Plan Champion Overview

VPeer-to-Peer Support

VGrowth and development opportunities for engaged employees

VFrees up time for hospital manager

Benefits

ANYONE CAN BE A PAW CHAMPION!

VSupport staff member can be a CSR, Tech,Assistant

VTasks/time varies between hospitals

VEnthusiastic about wellness and prevention, strong collaborator, detail-oriented, and 
communicates well with both clients and staff

PAW champion election, 
development, and 
effective usage is key to 
driving success!

Contact your PAW Support Manager for information & training opportunities



Potential Tasks of a PAW Champion

MARKETING& CLIENT 
ENGAGEMENT

PAW PLAN PROGAM 
ADMINISTRATION

TEAM ENGAGEMENT & 
PERFORMANCE

Ė Socialmedia

Ė Creating/implementing 
marketing strategies

Ė Marketing collateral

Ė Promotions

Ė Client education

Ė Advanced inquiries

Ė Cancellations/upgrades

Ė Failed payments

Ė Renewals

Ė Refresh involvement

Ė Audit usage

Ė Reporting and tracking

Ė New employee training

Ė Team huddle/cheerleading

Ė Internal contests

Ė /ƻƴƴŜŎǘ ǘŜŀƳ Ψ²ƘȅΩ

Ė Workflow assessment and 
PAW Print modification

Ė Celebrate success

The PAW Team recommends printing this slide out!

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



Best Practice:
Enhancing Pet Wellness with Marketing



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 enrollments and 
communicate its benefits to clients.  
 

For additional support with any of the resources listed below,  
please contact the Marketing Helpdesk Marketing@NVA.com 

 
 

Action Item Contact Vendor Responsible Party 

Publish a dedicated PAW Plan 
Page to your hospital website 

Marketing@nva.com 3rd party  NVA 

Include PAW Plans in your  
Client Reminder Messaging  

marketing@nva.com Vetstreet/AllyDVM HOSPITAL 

Order & activate PAW Enrollment 
kit 

pp@bentleyprint.com  Bentley Print HOSPITAL 

Collect any needed translation Alejandra Castaneda 
303-718-9678  
axcastaneda@culturalbrok
er.com 

Cultural Broker LLC HOSPITAL 

Update On-Hold Messaging Jim Reed 
(888) 546-3949 
jimreedprod@hotmail.com 

On Hold Productions HOSPITAL 

Announce on Social Media Marketing@NVA.com NVA NVA/HOSPITAL 

Video Marketing@NVA.com NVA HOSPITAL 

PAW Merchandise, Posters & 
Graphics 

Design Depot (add link)  GreenTree HOSPITAL 

Update Client Service Center of 
your PAW launch 

cschelpline@NVA.com NVA HOSPITAL 

Order and install printed 
Collateral 

pp@bentleyprint.com Bentley Print NVA/HOSPITAL 

Order Exterior Signage/Banner  pp@bentleyprint.com  Bentley Print HOSPITAL 

 
 
 

 

As you make 
adjustments to 

interactions with your 
ŎƭƛŜƴǘǎΣ ƛǘΩǎ ƛƳǇƻǊǘŀƴǘ ǘƻ 
apply these changes to 
yourdigital presence!

Have you reviewed 
your marketing plan 
lately?

This template is in the zip file attached to the email



Marketing Checklist-Survey
Complete the 10 
minute survey to 
maximize your 
marketing efforts!

Å Are you aware of all the NEW marketing materialsavailable?
Å Haveyou maximizedyour marketing efforts?
Å Let us help you maximize your time/efforts by taking this 10minute survey (link below)
Å Take a closer look at marketing opportunities and take advantage of pre-developed messaging

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

Username and Password is the same as you use for 
the Invoice Processing System (IPS) in QuickBase

Marketing Checklist-Survey  !ŎŎŜǎǎ LƴŦƻǊƳŀǘƛƻƴ

Register for the highly 
sought after webinar 
άbŀǾƛƎŀǘƛƴƎ the wellness 
conversationέ ǘƻŘŀȅ

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


Marketing Plan
When was the last time 
youreviewed your marketing 
planand engaged your 
Marketing Business Partner on 
PAW-specific opportunities?

 

 

             MARKETING ACTION PLAN FOR PAW PLAN  

Hospital Name:   

Hospital Number:  

Responsible Party:  

 

  Hospital Goals   Divisional Goals 

 

List what your team is great at when working with  PAW Plans: 

 

List out the areas that need to be improved on when working with  PAW Plans: 

 

List out your proposed changes in order to make PAW Plans successful: 

 

List the measurable items you will track in order to make PAW Plans successful: 

This template is in the zip file attached to the email




















