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About Eric D. Garcia 4

Management Team at Large Practice in Tampa, 
FL with Feline Exclusive Sister Practice

Former VP of Veterinary Exclusive 
Web Marketing Firm

IT & Digital Strategist | Founder 
of Simply Done Tech 
Solutions, 
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About Eric D. Garcia 5

Published Author:
• Former Marketing Columnist for Today’s 

Veterinary Business
• 15+ Chapters in the the 5-Minute Veterinary 

Practice Management Consult, AAHA Trends 
Magazine, Brief Media, Veterinary Practice 
News, DVM360, and more

International Speaker: USA, 
Canada, Netherlands, Turkey, 
Thailand, Philippines, Austria, 
Singapore, Brazil, Peru, Croatia, 
South Africa, Chile

VMX Speaker of the Year for 
Practice Management
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As of X | National 7

X%
Revenue YoY
(12 months)

X%
Visits  YoY
(12 months)
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Resource: prnewswire Resource: hillspet.pdf

On the positive side, our intentions look favorable. 
Two-thirds polled expressed interest in adopting 
a shelter pet. Small dogs are the most attractive, 
followed by medium dogs, cats, and large dogs. 
Gen Zs and Millennials expressed above-average 
intentions.
On the negative side, nearly half say the cost of 
ownership is a challenge to ownership. 84% say 
the cost of veterinary care is the most expensive 
part. When coupled with a recent Brakke report, 
the picture is concerning. We’ve reported that the 
number of pet visits in clinics is flat to slightly 
declining. Other major reports confirm our 
findings. Veterinarians are using price to drive up 
revenues.

Jeff 
Santosuosso

of respondents said veterinary 
care is the most expensive part 
of owning a pet

Owning a pet is less accessible 
for people who earn less than 
$75,000 per year. 

84%

>$75K

Concerns about the cost of pet 
ownership are the top barrier 
to adoption 

https://www.prnewswire.com/news-releases/hills-pet-nutrition-releases-2024-state-of-shelter-pet-adoption-report-302206618.html
https://www.hillspet.com/content/dam/cp-sites/hills/hills-pet/en_us/general/documents/shelter/shelter-equity-state-of-pet-adoption-2024.pdf
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https://www.avma.org/news/most-practices-demand-
returns-pre-pandemic-levels#.ZCBI_FCH1CI.linkedin

For Most Practices, 
Demand Returns 
To Pre-pandemic 
Levels
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Retention Now Beats Acquisition 12

Acquisition costs spiked in 2020. The competition for ad 
placement both in search engines and social media got so 
fierce that it drove bidding costs to prohibitively high levels. 

Now the magic word is "retention". Most merchants and online 
businesses are refocusing their efforts to optimize their 
conversion funnel towards generating customer loyalty. 
Moreover, brands are finding really imaginative ways to reward 
their most loyal buyers. 

The subscription model is one big example of this phenomenon. 
Instead of having a one-and-done transaction with a customer, 
an increasing number of businesses and industries are shifting 
towards a new sales model. They now seek to add value in the 
form of subscriptions that transform their users into subscribers. LOYALTY
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5%

95
%

25%

https://media.bain.com/Images/BB_Prescription_cutting_costs.pdf

SMALL 
INCREASES =

CUSTOMER 
RETENTION

REVENUE

Bain & Company & 
Harvard Business School  report that 

"increasing customer retention rates by 5% 

increases profits 
by 25% to 95%."

https://hbswk.hbs.edu/archive/the-economics-of-e-loyalty
https://hbswk.hbs.edu/archive/the-economics-of-e-loyalty
https://hbswk.hbs.edu/archive/the-economics-of-e-loyalty
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Netflix did not kill Blockbuster.
Convenience did.

Uber did not kill the taxi business.
Limited access and fare control did.

Apple did not kill the music industry.
Being forced to buy full length albums did.

Amazon did not kill other retailers.
Poor customer service and experience did.

Airbnb isn’t killing the hotel industry.
Limited availability and pricing options are.

“Technology by itself
is not the disruptor.

Not being
customer-centric

is the
biggest threat

to any 
business.” Alberto 

Brea

Netflix is a registered trademark of Netflix, Inc.
Uber is a trademark or registered trademark of Uber Technologies Inc.
Apple is a trademark of Apple Inc., registered in the United States and other countries. 
Amazon and the Amazon logo are trademarks of Amazon.com, Inc. or its affiliates.
Airbnb is a trademark or registered trademark of Airbnb, Inc.
Source: Elliott T. Digital disruption is about customer centricity. timoelliott.com. https://timoelliott.com/blog/2017/06/digital-disruption-is-about-customer-centricity.html. Published June 28, 2017. Accessed February 25, 2020.
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“Do not deprive pet 
owners of the same 
conveniences and 

experiences we 
demand in our daily 

lives.”



Improve Efficiency
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Define the operating experience: It’s not just about digital 17

Amazon (a digital-first company) with Walmart (a more-traditional legacy business). 

Data from 2018, “HBR's 10 Must Reads on Leading Digital Transformation”

Amazon enjoyed 67% higher performance per employee.

Amazon had $232.9 billion in net 
sales and 647,500 full- and part-
time workers. Its sales per 
employee were $359,671

In contrast, Walmart had $495.8 
billion in net sales and 2.3 million 
associates. Its sales per employee 
were $215,548



© All rights reserved. Eric D. Garcia

18

Myth:
Digital is about 
technology 

“HBR's 10 Must Reads on Leading Digital Transformation”

Reality:
It’s about the 
customer

© All rights reserved. Eric D. Garcia
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Study

idexx.com/ 
findingtime

http://idexx.com/findingtime
http://idexx.com/findingtime
http://idexx.com/findingtime
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ENGINE LIGHT ON
“We are always trying to catch up and it never 

feels as though we have enough staff"

CHUGGING ALONG
“We get by with what we have 

but would like more”

WELL-OILED MACHINE
“We are set up for success - and we are always 

pushing for ways to get better”

W
or

kf
lo

w

• Staff-to-DVM ratio: 2.5:1 (small),                                 
2.1:1 (medium/large)

• Limited technician-led visits
• Floorplan is an impediment to productivity 

(e.g., lack of centrally located treatment 
area)

• Staff-to-DVM ratio: 2:9:1 (small), 2:5:1 
(medium/large)

• Technician-led appointments for low value 
services (e.g., nail trims, anal gland 
procedures)

• Medical staff supports DVM by performing 
lower-skilled tasks during clinical visits

• Floorplan limits “flow” (e.g., no windows on 
exam room doors)

• Staff-to-DVM ratio: 3.3:1 (small), 2.8:1 (medium/large)
• Technician-led appointments for high-value services 

(e.g., wellness visits, anal gland procedures)
• Medical staff supports DVM by performing higher-

skilled tasks during clinical visits
• Optimized floorplan (e.g., computers in high traffic 

areas, bilateral accessible rooms)

Te
ch

no
lo

gy

• Paper-reliant processes to review patient 
record, record history, notate findings and 
recommendations, review diagnostic results, 
etc.

• Paper-dependent (e.g., PIMS only used for 
scheduling and billing)

• Scheduling based on DVM availability

• Limited use of computers or tablets to review 
patient record, record history, Notate findings 
and recommendations, review diagnostic 
results

• “Digital” yet still dependent on paper records 
due to perceived need for “pack-up “/” check”

• Some calendar optimization by type (e.g., well 
vs. sick visits)

• Utilizes computers or tablets to review patient record, 
record history, notate findings and 
recommendations, review diagnostic results

• End-to-end digital workflows (e.g., check in, SOAP 
notes, discharge instructions, billing, pet-owner 
communication)

• Strategic scheduling (e.g., optimized by type, length, 
DVM vs. tech, staggered and forward booking)

C
ul

tu
re

• Increasing staff compensation is not viewed 
as a lever to motivate or retain

• Lack of defined staff roles and responsibility
• Limited formal learning and development 

opportunities
• Team feels deflated or frustrated

• Increasing staff compensation is mainly a tool 
to retain staff

• Staff roles and responsibilities are ambiguous
• Formal training program somewhat 

deprioritized
• Team feels apathetic

• Increasing staff compensation to reward, motivate 
and ensure job satisfaction is a priority.

• Well-bonded team, with clearly defined rates and 
responsibilities

• Reinvests in practice (e.g., a dedicated staff training 
program to develop future expertise)

• Team feels empowered
• Dedicated practice manager (applicable for small 

clinics)
https://storage.pardot.com/862631/16794825472zj8PRW4/FindingTheTime.pdf

https://storage.pardot.com/862631/16794825472zj8PRW4/FindingTheTime.pdf
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Practice Productivity IndexTM  for small practices (1-2 doctors)

Well-Oiled Machines

5.9 minutes

$337K

Most ProductiveLeast Productive

Practice Productivity IndexTM for medium/ large practices (3 or more doctors)

Well-Oiled Machines

3.1 minutes

$290K

Most ProductiveLeast Productive

https://storage.pardot.com/862631/16794825472zj8PRW4/FindingTheTime.pdf

https://storage.pardot.com/862631/16794825472zj8PRW4/FindingTheTime.pdf
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Observations About Growers 22

Engage with clients 
more frequently 

Use robust 
reminder 
systems

Have a greater degree of energy 
around communicating with pet 

owners
Recognize the imperative that drives

better client communication
▪ Clients want to be more empowered
▪ Clients as consumers are more critical of 

value they get from all products/services
▪ Information is empowering and value is a 

must
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I used to think 
communication was 
the key until I realized 
comprehension is.
You can communicate 
all you want with 
someone but if they 
don't understand you, 
it’s silent chaos. 
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Communication Self Assessment Assets
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Say hello to
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2-Way Text Messaging 26



© All rights reserved. Eric D. Garcia

Write Back Capabilities 27
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Auto-Replies 28
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More Visits. 29

Vello helps practices efficiently 
get patients in the door with fully 
automated appointment and 
health service reminders to 
reduce no-shows. 

Vello helps practices ensure clients 
are prepared for visits with pre-visit 
instructions and bloodwork 
recommendations to boost 
compliance.  

Better visits. 
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Real-Time Scheduling 30

Allows for 
real-time 
appointment 
scheduling!

DAY 1 DAY 4

DAY 25DAY 22
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Vello Screenshots
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Source: phreesia.com

New Phreesia research examining

>20.2 million
digital vaccine messages

providing adults and caregivers 
with vaccine information just 
before their appointments, or   
at the point of care, 

is an effective strategy for 
SUPPORTING VACCINE 
CONFIDENCE AND 
ADOPTION,
including among historically 
marginalized populations.

https://www.phreesia.com/news/new-research-shows-point-of-care-patient-outreach-supports-vaccine-confidence-and-adoption
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Phreesia’s research shows that 
exposure to point-of-care vaccine 
messages shifted patient 

Source: phreesia.com

KNOWLEDGE
ATTITUDES
BEHAVIORS

In some instances, exposure                                            
to messaging drove vaccine                       
administration rates 

>10X
higher than the control group.

https://www.phreesia.com/news/new-research-shows-point-of-care-patient-outreach-supports-vaccine-confidence-and-adoption
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Source: phreesia.com

2X
Patients exposed to point-
of-care messages received 
incremental vaccinations 
at a rate more than twice 
as high, on average, than 
control groups who did not 
see point-of-care 
information

of patients who 
saw point-of-care 
messages said the 
information was 
new to them

49%

said they were likely to 
discuss vaccines with 
their doctor

65%

https://www.phreesia.com/news/new-research-shows-point-of-care-patient-outreach-supports-vaccine-confidence-and-adoption
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More Visits. 38

1. Data on file at IDEXX Laboratories, Inc. Westbrook, Maine USA. Practice N = 24 Neo beta practices. Appointment N = 150.5K. 6 
months pre-Vello vs. 6 months post-Vello. Includes all practice visits/appointments. Individual results will vary.

19%
reduction 
in no-show 
appointment 
rate1

2. Data on file at IDEXX Laboratories, Inc. Westbrook, Maine USA. Practice N = 24 Neo beta practices. Appointment N = 23.3K. 6 months pre-Vello vs. 
6 months post-Vello. Dx inclusion includes IRL/IHD/RA (does not include radiology). Wellness visit defined by the practice. All Wellness 
appointments included Pre and only Wellness appointments with Vello automation included post. Individual results will vary.

17%
increase in 
diagnostic 
inclusion for 
wellness 
visits2

Better visits. 
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Create Pre-Appointment Videos 39
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MEADOWMONT 
ANIMAL 
HOSPITAL’S 
STORY
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Before 41

What percentage of your new clients who had 
their first visit 18 months ago have returned? 
How is this changing over time? (April 2024)

Your performance: 

Benchmark: 

43%
67%

Challenges:
Transient clients 
Because they’re in a 
college town.

Reminders:

4
Reminders
(email and text)
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After 42

What percentage of your new clients who had 
their first visit 18 months ago have returned? 
How is this changing over time? (Aug 2024)

Your performance: 

Benchmark: 

70%

Reminders:

11
75%



Simplicity & 
Better Visits

43
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Stop 
Asking: 

Yes 
or No?

"Is your pet 
eating well?"

"Is your pet drinking 
enough water?"

"Has your pet 
been coughing?"

"Does your pet have 
any allergies?"

"Has your pet 
been vomiting?"

"Is your pet 
limping?"

"Is your pet's 
stool normal?"

"Does your pet have 
any behavioral issues?"

"Has your pet 
lost weight?"

"Is your pet's activity 
level normal?"
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Ask: 
Open 

Ended 
Questions

"Can you describe any changes 
you've noticed in your pet's 

behavior or habits recently?”

"What kind of diet is your pet 
currently on, and have there 
been any recent changes?”

"Can you tell me about 
your pet's exercise routine 

and activity levels?”

"How does your pet typically 
interact with other animals or 

people?”

"Have you observed any new or 
unusual symptoms, such as 

coughing, sneezing, or limping?”

"What concerns do you 
have about your pet's 
health or behavior?”

"Can you walk me through a typical 
day for your pet, including eating, 
playing, and sleeping habits?”

"How has your pet's mood and 
energy level been lately?”

"Can you describe any recent 
environmental changes, like moving 
to a new home or adding new pets 
to the family?”

"Are there any specific health issues 
or conditions you're particularly 
worried about or want to discuss 
today?"
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“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 46

78% 
average reduction in
documentation time

according to Ambience

2 hours  
Saves doctors 2 hours per 

day on average
according to abridge
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Likely to swap next slides with new ezyVet & Neo AI feature 

Pending Stan insight
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Transcribing

Doctor: "Hello Mrs. Wilson! How can l assist you and Whiskers 
today?“

Client: "Hi Dr. Hayes. I've been concerned about Whiskers. 
She hasn't been eating her usual amount these past few 
days. And she's been hiding under the bed a lot, which isn’t 
like her.”

Doctor: “Any vomiting, diarrhea, or coughing?“

Client: "Nope. But | did hear her cough a couple of times last 
night.“

Doctor: “Alright. I'll start by doing a physical examination Ah, 
|can feel as light enlargement in her lymph nodes. We’ll run 
some blood tests to get a clearer picture. In the meantime, 
let's put her on a mild appetite stimulant and see if that 
helps. We’ll re-evaluate once we have the test results. 
Sound good?“

Client: "Yes, thank you, Dr. Hayes. I just want her to feel 
better."

Generating Note…

Subjective:
• Owner reports decreased appetite for several days.
• Increased hiding behavior observed.
• Occasional coughing noted.

Objective:
• Physical examination revealed enlarged lymph nodes.
• No signs of vomiting or diarrhea.

Assessment:
• Possible underlying infection or other systemic issue, 

given the enlarged lymph nodes and decreased appetite. 
Coughing may be related or a separate concern.

Plan:
• Order blood tests to assess overall health and potential 

causes.
• Prescribe a mild appetite stimulant.
• Re-evaluate patient once test results are received.
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Exam summary in SOAP format

Surgery summary

Automatic TPR 

Copy and Paste into PIMS

Time Saving!

Most Common Uses

Direct PIMS

Differential Diagnosis

Transcribe Call Backs with RX Refill

Future Benefits

50
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Use Client-Friendly Language to Improve 
Perception of Value

51

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
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Use Client-Friendly Language to Improve 
Perception of Value

52

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
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VetConnect+ 53

Allows you to access 
patient blood work 24/7

Easily accessible on 
phones & tablets

Able to review results with 
client using tablet
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Celebrate Healthy Pets! 55

• Give a heartfelt Thank You 
• Look client in the eyes
• You’re such a great pet owner, Mr. Garcia. I 

would like to thank you for trusting us with your 
pet’s health needs. You should know we’re 
always here for you and Gazpacho. 

• Celebrate healthy lab results
• Celebrate healthy pets

Attribute 
success with 
what you do 

as a team
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New marketing toolkit teaser
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You’re Not Alone… 
Find a Partner!

57

BOOTH: 
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The information contained herein is intended to provide 

general guidance only. As with any diagnosis or treatment 

you should use clinical discretion with each patient based 

on a complete evaluation of the patient, including history, 

physical exam and presentation, and laboratory data. With 

respect to any drug therapy or monitoring program, you 

should refer to applicable product insert(s) for complete 

description of dosage, indications, interactions, and 

cautions. Diagnosis, treatment, and monitoring should be 

patient specific and is the responsibility of the veterinarian 
providing primary care. (2024)
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Connected

/EricGarciaFL

@EricGarciaFL

@EricGarciaFL

/EricDGarcia
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