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Examples of AI functions – prompt 
engineering in client communication
Awful Prompt (Version 1)
"Respond to this email from [Client Name] who is angry about the 
treatment of their pet."

• Issues:
• Vague instructions: The prompt doesn't specify the tone, desired outcome, or 

structure of the response.
• No guidance on style: The veterinarian might respond aggressively or too 

defensively.
• Lacks context: No mention of how the pet was treated or what went wrong, 

making it hard to craft a helpful response.
• Result: This could lead to a generic, unempathetic response that escalates the 

tension.



Good Prompt (Version 2)
"Please draft a professional, empathetic, and conciliatory response to 
[Client Name]'s recent email expressing anger and dissatisfaction with the 
care their pet, [Pet Name], received during the [Procedure/Visit Type] on 
[Date]. Acknowledge their feelings, offer a brief explanation of what 
happened, and invite them to discuss further solutions, while maintaining a 
calm and understanding tone."

Improvements Over Version 1:
• Clear instructions: Specifies professionalism, empathy, and a calm 

tone, reducing the risk of an inappropriate response.
• Context and details: References the client's pet, the type of procedure, 

and the date, giving the veterinarian concrete points to address.
• Actionable step: Encourages the veterinarian to invite a follow-up 

conversation to resolve issues.
• Result: The veterinarian is more likely to produce a considerate and 

constructive response that can defuse the client's anger.



Great Prompt (Version 3):
"Craft a detailed, empathetic, and resolution-focused email response to [Client Name]'s complaint regarding their experience 
with [Pet Name]'s [Procedure/Visit Type] on [Date]. In your reply: Acknowledge the Client’s Emotions and Experience: Show 
understanding of their frustration without dismissing it.
• Explain the Situation Clearly: Provide a brief, layperson-friendly explanation of what occurred and why, using non-

technical language while avoiding blame.
• Offer a Path Forward: Suggest specific solutions, such as a follow-up consultation at no extra charge, a review of the 

treatment plan, or contact information for a practice manager who can address ongoing concerns.
• Maintain Professional Yet Warm Tone: Use polite, compassionate language that conveys respect and appreciation for their 

trust and patience.
• Variable Content: Incorporate personalizing details (if known) such as referring to [Pet Name] by name, mentioning their 

known favorite treats or activities, and expressing genuine care for their well-being.
• The goal is to reassure [Client Name], preserve the client-practice relationship, and encourage open communication going 

forward."

Why This is Better Than Version 2:
• Structured Guidance: Breaks down the response into clear sections, ensuring the veterinarian addresses all necessary 

elements.
• Human Touch: Encourages personalization (e.g., mentioning the pet by name, acknowledging favorite treats) to strengthen 

trust.
• Clarity of Purpose: Explicitly frames the goal as preserving and improving the client relationship, not just smoothing over a 

single complaint.
• Higher-Level Prompt Engineering: The step-by-step instructions reduce ambiguity, making it easier to consistently produce 

a thoughtful, helpful response.
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Examples of AI functions – prompt 
engineering in text mining
Awful Prompt 
”Find body condition score (BCS) in the medical records for me.”

Good Prompt should include…
1. Tasks
2. Context
3. Example
4. Format
5. Role play
6. Tone



Examples of AI functions – prompt 
engineering in text mining
Awful Prompt 
”Find body condition score (BCS) in the medical records for me.”

Good Prompt should include…
1. Tasks
2. Context
3. Example
4. Format
5. Role play
6. Tone

1. Task Your task is to extract Body Condition Score (BCS) from the 
medial records

2. Context Each row of the dataset is a different veterinary consultation. 
In the column ‘Narrative' there is clinical text. 

3. Examples BCS can be presented on a 9-point scale, example BCS 6/9, 
or on a 5-point scale, example BCS 3.5/5.

4. Format Your output should be presented in a short-text version ONLY, 
following the rules below: 



Examples of AI functions – cognitive strategy 
prompts 
• Take a deep breath and think about your answers step-by-step.

• Do not respond if you are unsure of the answer.

• Ask yes/no questions when possible to limit responses.

• Reference sources when necessary.

• Ask follow-up questions if you do not understand a task.

• Please do an amazing job as my career is on the line.



Bad prompt Good prompt
How is diabetes managed in cats? Could you provide a detailed, step-by-step 

guide on managing diabetes in cats, including 
dietary recommendations, insulin therapy, and 
monitoring? I am a veterinarian. It's crucial to 
get this right for the well-being of the feline 
patient, so please reference up-to-date 
veterinary guidelines.

Dietary Management: A high-protein, low-carbohydrate 
diet is often recommended for diabetic cats. This type of 
diet can help to regulate blood glucose levels. Your 
veterinarian may recommend specific therapeutic diets 
formulated for diabetic cats.

Dietary Management
• Diet plays a crucial role in managing feline diabetes. The 

goals are to achieve and maintain ideal body weight and to 
stabilize blood glucose levels.

• High-protein, low-carbohydrate diets are recommended for 
diabetic cats, as they help improve insulin sensitivity and 
control blood glucose levels.

• Gradual weight loss is important for overweight cats. Aim for 
1-2% body weight loss per week to avoid hepatic lipidosis.

• Consistent feeding times and amounts are essential, 
especially if the cat is on insulin. Some veterinarians 
recommend feeding cats at the time of insulin administration 
or shortly before.



Custom GPT

Examples of AI functions – custom GPT



Custom GPT

Knowledge: Anything Knowledge: Creator defined



Custom GPT

Knowledge: Anything Knowledge: Creator defined

Web Browsing
DALL-E Image Generation

Code Interpreter & Data Analysis
Can be turned off



Custom GPT for client education



Custom GPT for client education



Custom GPT for client education



CatGPT: Custom GPT for client education







Example of AI – Guess the breed game



Examples of AI functions (in case live isn’t 
working)
• Example of using GPT to roll-play with an angry client



“Envisioning a world where clinicians get home on time every day, with all of their 
charts closed by the end of their shift.”

Medical Record Keeping
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78% 
average reduction in
documentation time

according to Ambience

2 hours  
Saves doctors 2 hours per day 

on average

according to abridge



Use Client-Friendly Language to Improve Perception of 
Value

30

Instead of “palpation of the abdomen,” 
you might say, “I’m feeling for any 

unusual areas in the stomach region.”

Rephrase technical terms into 
simple language during your 

examination. When dictating findings, such as 
“normal,” “mild,” or “severe,” emphasize 

them so the AI correctly interprets the 
assessment, and the client can follow the 

exam’s progress. 

Emphasize Findings 
Clearly

For example, saying, “Next, I’m going to 
check Bella’s heart rate and breathing 

to ensure everything sounds clear,” 
gives the AI context clues for each SOAP 

section while reassuring the client.

Narrate the Exam Flow 
as You Go



Use Client-Friendly Language to Improve Perception of 
Value

31

Summarize findings after each section (e.g., 
examination, diagnostic tests). This structured 

summary can lead to more accurate SOAP 
notes and keeps clients well-informed.

Verbally Summarize Key 
Points

The AI learns better with 
repeated, structured phrasing.

Use Consistent Phrasing for Exam 
Findings

By saying things like, “Let’s see what Bella’s 
ears look like,” you engage the client while 
giving the AI clarity on which exam portion 
you’re addressing, enhancing SOAP note 

structure.

Engage the Client with 
Open Statements



Schedule Building Input
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Schedule Building Output

33



Benefits of Keeping ChatGPT Threads Organized
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Continuity
Maintains context from 
previous messages.

Efficiency
Saves time by avoiding 
repetition.

Personalization
Adapts responses to your 
style over time.

Organization
Acts as a running log for ideas 
and tasks.

Deep Dives
Supports thorough 
exploration of topics.



IDEXX DecisionIQ’s

MISSION
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IDEXX DecisionIQ quickly 
summarizes pertinent 
information to offer clear 
interpretive assistance and 
patient-specific guidance 
to help give vets 
confidence and more 
time to focus on their 
patients.



IDEXX knowledge

Patient-specific details

IDEXX DecisionIQ  synthesizes the latest industry research & 
publications to provide up-to-date guidance
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Veterinary Publications & literature 

Peer-reviewed research

Medical textbooks

Veterinary consensus statements

Input from industry peers

Medical online forums

Key industry opinion leaders

Industry protocols and 
guidelines

Medical intelligence

Species, breed, and age

Relevant diagnosis results

Patient clinical history

Medications and dosage

Inform and update

40 years of proprietary research

IDEXX medical specialists

Insights and next-step 
considerations

IDEXX DecisionlQ

Analyze

Cross-reference
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Put your time-to-insight into 
overdrive

With brand-new Premium Conversation 
Intelligence , phone calls are not only 
transcribed — they’re summarized in a 
few short sentences. Understand 20-
minute calls at a glance without 
listening to recordings or reading a 
long transcript. And with call sentiment 
analysis, the calls that demand your 
attention are highlighted so you can 
jump in right away.
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Real-time coaching for better 
conversations.

Call coaching delivers feedback on what 
went well and what to improve after every 
conversation. Elevate team performance 
and customer experiences automatically 
without reviewing every sales call.
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