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ONE LESS THING

TO REMEMBER!

M Camala C. Bailey, CPA, CVA

ve been going to the same hairdresser for

over 12 years now, and it’s not because I like

her purple hair and Wonder Woman tattoo!
Sure, she knows where my cowlick is and just
how wispy to cut my bangs, but in truth, it’s
because she always schedules my next appoint-
ment before I leave and always reminds me
when it’s time to see her again.

Thank goodness for forward booking! If youre like
me, you appreciate having one less thing to remember or
worry about. But this does beg the question; if your hair-
dresser and dentist can do it, then why can’t you in your
veterinary practice?

According to Michael Cavanaugh, DVM, DABVP, and
CEO of AAHA, in his State of the Veterinary Profession
Address in 2013, only 5% of veterinary practices forward
book compared to 80% of dental practices. He calculated
that if the veterinary profession were to move the needle
from 5% to 10% that would mean $350 million in addi-
tional preventive care revenue for the profession.

The sad truth is that this is old news, and sadder yet
is that little has changed over the last couple years as
evidenced by the VHMA Insiders’ Insights published
October 2014.VHMA asked practice managers: “Is your
practice “forward booking” for annual/semi-annual
wellness or preventive health care exams?” Of the 377
respondents, only 2.65% said yes-always, and 7.96% said,
yes-most of the time. The needle has barely budged since
2013.The statistics are still dismal and especially so when
compared to other professions.

It is apparent to make forward booking compel-
ling to the veterinary profession will take a significant
culture change. Understanding the benefits is a good
beginning. According to Karyn Gavzer’s and Karen
Felsted’s White Paper, “Forward Booking Appoint-
ments: How to Fill Your Appointment Schedule” there
is much to gain from the process, not only for the prac-
tice and team, but for the patient and client as well. The
patient will be seen regularly and timely improving the
standard of care which will result in healthier pets as
well as happier clients. Through more frequent contact,
the practice will build client loyalty and the team will
achieve greater job satisfaction. As a CPA, I, of course
must mention that the financial benefits of forward
booking for a typical practice are around $40,000 of

additional gross revenue annually. Of this revenue 50% to
70% will drop to the bottom line of the income statement
increasing the profitability of the practice significantly.

So where do you start? The best way is by making it
a priority in your practice. Some are of the mindset that
clients will balk, but AAHA’s 2015 State of the Veteri-
nary Profession reported that 6 out of 10 clients would
welcome forward booking. Remember how much I
appreciate my purple tress’d hairdresser?

Making it a priority simply means that your team
books the next appointment for every patient seen at the
practice every day, no matter the reason, recheck, pre-
ventive or other. Although that may sound daunting, I
believe if hairdressers and dentists can do it with success,
then so can veterinarians.

How do you execute forward booking in your prac-
tice? Partners for Healthy Pets (http://www.partners-
forhealthypets.org/), the Veterinary Hospital Managers
Association and Gavzer’s and Felsted’s White Paper share
information and tools to assist in implementing the pro-
cess.You can access those resources for detailed informa-
tion, but to simplify it you:

1. Engage the team to develop a best practice process
including:
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a. Schedule for appointments (i.e. six months or
annual)

b. Reminder system (when and how)

c. Responsibilities of every team member (they
should all participate)

2. Educate team members on what to say and how to say
it, use role playing to learn how to respond appropri-
ately to client resistance and questions

3. Set goals, a start date and then just do it, be receptive
to change and improvements as you work through the
process

As a practice owner, you may not have the time to
champion the cause yourself, so task a capable team
member with the effort. Hold them accountable, but
don’t expect them to transform the practice overnight,
this is truly a change in culture, which may be wel-
comed, or could be challenged!

Support your team by giving them the tools, the
resources and the time necessary to make it happen. Set
goals and reward them for their successes along the way,
it will keep them motivated and focused on the task.
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According to Partners for Healthy Pets, “When we
forward book for every pet and subsequently see those
pets and their owners at the appropriate times, our
patients receive the quality of healthcare they need and
deserve!” Isn’t that what it’s all about!

Pets will be healthier, team members will be happier,
practice finances will be better and our clients will appre-
ciate that they have “one less thing to remember!” P

Cammi is the Founder and President of Camala C. Bailey, CPA,
PC —The Veterinary Practice Doctor® a veterinary focused finan-
cial and consulting firm offering accounting, tax, valuation and
practice management advisory services. She is Treasurer of VetPart-
ners, and speaks nationally educating vets on financial matters. For
more information go to www.cpa4.vet or call (800) 359-8175.
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SAVE THE DATE: Saturday, January 30, 2016 / The SCVMA 2016 Celebration of Officers and Trustees at the
“Happiest Place On Earth” Disney’s Grand Californian Hotel, CA. For additional information and sponsorship
opportunities, please contact the SCVMA at 714-821-7493 or email SCVMAINFO@SCVMA.ORG
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