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WHY IS EVERYONE
SO ANGRY?

PART 1



You vets...
you’re only in it
for the money!
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BUT IS THIS REALLY 
THE STORY?



Source:  Washington State Veterinary Medical Association

https://www.wsvma.org/gallup-poll-shows-veterinarians-are-trusted/Dr. Dave Nicol



Client Net Promoter Score

Vet Practices

75+63
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WE ARE
HARDWIRED

TO REMEMBER
THE NEGATIVE



WHAT WE WORRY ABOUT
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FRUSTRATION
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MISUNDERSTANDING
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SEVEN STEPS TO
BETTER CLIENT

COMMUNICATION

PART 2
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A X B > C X D
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GENERATE 
AWARENESS
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BUILD
TRUST
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SLAY 
F.E.A.R.
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TRUST
STEP 1



BUILD RAPPORT
BE ONTIME

KEEP PROMISES
MANAGE

EXPECTATIONS
COMMUNICATE

STEP 1
TRUST



TIPS FOR
EFFORTLESS

RAPPORT



BODY LANGUAGE
SOUNDS
EYE CONTACT
PROXIMITY
TOUCHING
FACIAL EXPRESSION
BREATHING

EFFORTLESS
RAPPORT
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BUILD RAPPORT
BE ONTIME

KEEP PROMISES
MANAGE

EXPECTATIONS
COMMUNICATE

STEP 1
TRUST



TAKING
HISTORY

STEP 2



CONVERSATION
BUILD EMPATHY

LISTEN
REPEAT BACK

ASK MORE
INFO & EMPATHY

STEP 2
TAKING HISTORY



DURING
THE EXAM

STEP 3



BE CONSISTENT
BE RESPECTFUL

BE CAREFUL
GIVE FEEDBACK

SIGNPOST
ADD ‘THEATRE’

STEP 3
DURING 

THE EXAM



ASSESS
& PLAN

STEP 4



INTERNAL
ORGANISE
PRIORITISE

PROBLEM LIST

STEP 4
ASSESS & PLAN



MAKE A
PLAN

STEP 5



YOUR PLAN
MUST FIT THE
SHAPE OF THE

PET AND
FAMILY’S LIFE



STEP 5
MAKE A PLAN

DESCRIBE PROBLEM
DDX 3 MAX

WHAT -  WHYS
POWER ? 1

PRESENT YOUR PLAN
POWER ? 2



POWER QUESTION 1

"WHAT’S IMPORTANT TO
YOU ABOUT (BLANK)?"



STEP 5
COMMIT TO

ACTION

DESCRIBE PROBLEM
DDX 3 MAX

WHAT -  WHYS
POWER ? 1

PRESENT YOUR PLAN
POWER ? 2



POWER QUESTION 2

"HOW DOES THAT
SOUND TO YOU?"



AVOID
THE VOID

STEP 6



STEP 6
AVOID

THE VOID

EXAM ROOM BOOKING
BATON PASS

REMIND & RECALL



FINISH UP
STEP 7



STEP 7
FINISH UP

CLINICAL NOTES
COST ESTIMATE

DEPOSIT/BILL
CONSENT

INSURANCE
RESET
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GIVE PEOPLE A CHANCE TO SAY
YES AND APPRECIATE YOUR

SERVICE BY GENERATING
AWARENESS, BUILDING TRUST

AND SLAYING THEIR FEAR
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"Never stop exploring your world and the
problems it presents. Use the smarts you
have to create solutions to those
challenges. And try, with everything you
have, to be the best version of yourself
possible each day. Everyone deserves a
leader who helps others to grow and
cares deeply about the future for us all.”
                              
Dr Dave Nicol

THANK YOU

@drdavenicol


