
 
 
 

 



A Note from Sohail Malad 

Our mission is to improve the comfort and 
well-being of animals by providing 
progressive and compassionate care. We 
know that starts with our caregivers and 
extends to all of us supporting them day in 
and out. We remain committed to our people 
saving lives, changing lives, and enhancing 
lives as we forge ahead together. 

 

This pandemic has disrupted our way of 
life and forced us to adapt to unforeseen 
challenges. Your support has been 
unwavering. At curbsides and parking 
lots across our community, clients are 
greeted through windows and from safe 
distances, but the same level of care 
persists. At a time when everyone seeks 
some sense of stability, you’re there for 
our caregivers, and that’s what makes 
our community so remarkable.  

 
The response to this crisis has been 
extraordinary, and what it has revealed is 
how much clients value our presence at this 
difficult time. As an essential business, we 
remain open in order to provide the 
veterinary care and attention that our pets 
need. We have learned how to operate safe 
environments for our team and for our 
clients.  

 

We want to share social distancing best 
practices so each site has the knowledge 
and resources to implement appropriate 
social distancing protocols and procedures. 
By implementing these guidelines, we hope 
NVA will do its part to flatten the curve. 
 
Thank you once again for your unyielding 
support and dedication to providing veterinary 
care during these uneasy times. I am proud to 
serve a community that continues to make life 
brighter for millions of animals and the people 
who love them. 
 

 
Sohail Malad 
Group President, General Practice 
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Indoor Social Distancing  
Best Practices Checklist  
 

It is important for each hospital to continue social 
distancing safety measures when allowing clients 
back inside as per your local state regulations.  
 
We have developed a guide and checklist of actions 
which you should follow when allowing clients back 
in the hospital.  
 
Below is a checklist that each hospital should review 
and fill out when implementing indoor social 
distancing.  
 
The checklist should be reviewed / used in 
accordance with your local regulations. 
 
Please ensure you read though this guide in its 
entirety to help prepare you for proper safety steps 
when clients are able to enter your facility. 

 

 

 

 

 

 

 

 

 

 

 

 

Indoor Social Distancing Overview / Checklist            

Indoor postings allowing clients back indoors - Flyers can be found here: 
https://www.gpconnect.nva.com/social-distancing 

Post “Importance of Handwashing Flyer” around/inside time clocks, break rooms, 
and restrooms 

 

Post “Social Distancing Flyer” in all high traffic areas of the hospital - dog and cat 
version available 

 

Post “Prevent the Spread of Covid-19 Flyer” at all public entrances  

Post “We’ve Gone Handshake Free Flyer” (or other handshake free flyer of your 
choice) in all exam rooms and locations where clients will need reminders of this 

 

Post “Covid-19 Prevention Flyer” at all public entrances as well as all high traffic 
areas within the hospital (for both clients and team) 

 

Post “Face Mask Flyers” if needed at all public entrances  

Hospital set-up for social distancing and safety - To order stickers /  

floor tape /partitions / cellular credit card terminals: 

 https://nva.quickbase.com/db/bqhswwjff 

Have hand sanitizer stations available in all high traffic areas within your hospital  

Floor stickers / tape have been placed throughout the lobby to let clients know 
where to sit / stand / wait to maintain six feet of social distancing 

 

Hygiene partitions have been ordered and placed on reception desk  

Cellular credit card terminals have been ordered and are being used to reduce 
handling of credit cards - instructions, terminal set-up and FAQ can be found here: 
https://www.gpconnect.nva.com/social-distancing 

 

Chairs / benches have been removed or marked to ensure six feet of social 
distancing 

 

Protocols:  https://www.gpconnect.nva.com/social-distancing 

“Social Distancing Intra Team Protocol” should be posted and communicated with all 
team members (make edits as needed specific to your hospital / local regulations) 

 

“Indoor Social Distancing Protocol” should be posted and communicated with all 
team members (make edits as needed specific to your hospital / local regulations) 

 

“Cleaning Protocol” is being use daily and communicated with all team members to 
ensure daily cleaning standards are being followed (make edits as needed specific to 
your hospital / local regulations) 

 

PPE protocol - this will need to be created by you as each state has different 
regulations to follow 

 

Ensure contactless payment is set up / offered to client  
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SECTION 1 

Hospital Operations 
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Flattening the Curve in our Hospitals 

Every decision we make has a focus on our why: “For the love 
of animals and the people who love them” 

To   help our hospitals      to  safely  stay open and keep our teams 
and clients safe,  we are  sharing  the  steps hospitals should 
make   when letting clients back inside.  This includes how to    
promote   physical distancing, enhance cleaning/disinfecting 
procedures, healthy habits and more.   

You can find all the resources in this guide on: 
https://www.gpconnect.nva.com/social-distancing 

Password- woof2020 
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Indoor Social Distancing- Preparation 
is Needed for Allowing Clients Back 
Indoors 

Beyond good hygiene, all of us – team members, 
clients and hospital leadership – are encouraged to 
maintain a six-foot physical distance from others to 
reduce the spread of illness. Being open to the public 
can make it hard for clients and team members to 
keep a safe distance. These actions can help: 

• You can order hygiene partitions, floor stickers, 
tape, and cellular credit card terminals here: 
https://nva.quickbase.com/db/bqhswwjff 

• Install   hygiene partitions at reception desks        
(click here for info) 

• Promote physical distancing where clients may be 
by adding floor stickers, tape, signage, or other 
decals to ensure clients can remain 6 feet apart.   

 

• Display  signage  at  entrances, lobby areas , exam 
rooms and all areas open to clients to remind clients of 
physical distancing at every opportunity  

• Adopt capacity limits based on the size of your hospital 
lobby and exam rooms.   

• Close down coffee/snack stations for clients 

• Be prepared to maintain curbside practices when 
lobby capacity has been met 

• Limit seating available in lobby and exam rooms to 
maintain proper social distancing 

• Consider limiting the number of family members per 
pet allowed inside 

 

Nothing herein constitutes legal advice or other formal direction or guidance of any 

kind. The information herein is offered for general informational purposes only. 
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Indoor Social Distancing Continued 

• Remind team members to wash hands and sanitize 
stations regularly, including work-stations, hand-held 
devices, credit card terminals, counters, door handles, 
restrooms, shelves and other surfaces. (Click here for 
cleaning protocol doc) 

• Do not allow clients to bring in their own 
reusable bags, leashes and other items 
brought from their home into the 
hospital.   

 

Nothing herein constitutes legal advice or other formal direction or guidance of any 

kind. The information herein is offered for general informational purposes only. 
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Indoor Postings Needed 

It is important we educate clients to ensure they know 
what we are doing to keep them safe as well as our team.   
Please be sure that the following gets posted at each 
public entrance for clients (click here to access): 

• Post all flyers listed in checklist – be sure the flyers are 
in high visible areas for both clients and team members 

•  Social distancing protocol (team members and clients)- 
we have created a template for you on the link above 

• Post signs at entrances notifying clients to STOP if they 
are sick and ask them not to enter our hospitals.  

• Increase the availability of hand sanitizer, wipes and 
cleaning of frequently touched surfaces for both 
clients and team members. 
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Step Up Cleaning Procedures 

Maintaining a clean work environment will help control the 
exposure and spread of COVID-19. Consider how these 
practices can help keep your hospital sanitized and clean: 

• Remove all non-essential items from countertops and 
work spaces in every area of the hospital to limit 
items that will need regular sanitization. Decorative 
items can be temporarily stored. 

• Enhance your daily sanitation practices, including 
workstations, hand-held devices, credit card 
terminals, door handles, shelves, and other surfaces. 

• Ensure team members are aware of their sanitization 
duties. Consider assigning specific tasks to individual 
team members or work teams 

• Clean and stock bathrooms and high traffic areas more 
frequently. 

• Review routine cleaning protocol checklist and edit to 
suit the needs of your hospital (i.e. remove rooms that 
do not exist). Once edits are complete, post and assign 
tasks for completion.  
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Team Safety 

Keeping our teams safe and healthy is a critical priority. Without a 
healthy, trained staff, you’ll struggle to meet the needs of your 
clients and their pets. In addition to supporting physical distancing 
and heightened sanitation, which will protect everyone in your 
facility, here are few tips focused specifically on keeping your 
employees safe while working. 

Encourage Personal Protective 
Equipment 

Personal Protective Equipment (PPE), including  facial coverings, 

masks and gloves, can be useful in reducing the spread of illnesses. 

Our “new normal” likely means that these items will become a 

common, even expected, sight in public places for some time to 

come. Here are a few recommendations related to PPE: 

• Create a PPE protocol that is aligned with any local 

government orders 

• Encourage employees to use masks or approved facial 

coverings at all times.  Recommend wearing gloves in addition 

to masks while working directly with clients and pets.  

• Make sure team members know how to properly use and 

safely dispose of these items. 

• Knowing that these items alone are not enough, educate staff 

on good personal hygiene and other healthy habits like hand-

washing that can make PPE more effective. Review the Healthy  

Habits section for more details. 
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Healthy Habits 

As the crisis evolved, so did our methods. However, the safety of 
our team members and clients has remained the number one 
priority when making business decisions throughout the 
pandemic. This often meant being flexible to quickly adapt to 
new ways of working such as curbside services and telemedicine. 
At other times, it meant a refresher on the basics, including 
proper hand- washing techniques and other hygiene practices.  

You can follow the tips below to promote healthy habits in your 

hospitals: 

Educating Team Members 

We all know we should wash our hands often throughout the day, 
but when we get busy at work, a quick reminder is always helpful. 
Regularly remind team members to practice consistent 
handwashing, disinfecting procedures, and wearing proper PPE.   
Below are resources we have made available for you to use. 
Click here to access. 

• Post signage at time clocks, in breakrooms and employee 
restrooms about the importance of handwashing 

• Have hand sanitizer stations available in all high traffic areas 
within your hospitals (reception desk, break rooms, lobby, 
etc.) 

• Utilize the daily cleaning protocol  

• Don’t shake hands with clients and post signage to let team 
members know  

• We have created an overview of daily safety measures you 
should be taking to protect your teams. Download the 
Social Distancing Intra Team Client Interaction Guide 
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Monitor & Support Employee Health 

Employees should only be working if they are healthy and 
symptom free. There are steps you can take to encourage 
employees to protect others by taking care of themselves, 
including: 

• Encourage employees who feel sick to stay home.  

• NVA has created the Covid-19 paid sick leave for those 
team members directly impacted (more information can 
be found here - https://emergency.nva.com/covid19-
sick-leave-pay 
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Mental Health & Coping During Covid-19 
The outbreak of coronavirus disease 2019 (COVID-19) may be stressful 
for people and communities.  Fear and anxiety about a disease can be 
overwhelming and cause strong emotions in adults and children. 
Everyone reacts differently to stressful situations. The emotional impact 
of an emergency on a person can depend on the person’s characteristics 
and experiences, the social and economic circumstances of the person 
and their community, and the availability of local resources. People can 
become more distressed if they see repeated images or hear repeated 
reports about the outbreak in the media. Please reference, 

 WHO Coping With Stress During the COVID- 19 Outbreak 

https://emergency.nva.com/mentalhealth 

NVA has resources available to employees  

to help deal with stress during this time.   

NVA offers EAP services that are available to all NVA employees — 
whether they are enrolled in NVA benefits — at no cost, 24 hours a day, 
seven days a week for help with:  

Legal & Financial Concerns 

Depression 

Substance Abuse 

Marital or Family Difficulties 

Stress Management/Anxiety 

Child or Elder Care  

Please reference the NVA Employee Assistance Program for additional 
program and contact information 
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 Embrace Digital Options 

Digital capabilities allow us to maximize physical distancing 

practices, utilize contactless transactions and continue to 

provide an excellent client experience. Here are some options 

to consider: 

Contactless Payments 

https://www.gpconnect.nva.com/social-distancing 

Home Delivery 

https://www.gpconnect.nva.com/home-delivery 

Telemedicine 

https://www.gpconnect.nva.com/telemedicine 
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