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The Importance of Setting Realistic Expectations 

 Leads to better compliance with dental care recommendations

 Improves client satisfaction with outcomes

 Enhances trust between clients and veterinary team

 Results in better long-term oral health for pets

Why Realistic Expectations Matter

The Importance of Setting Realistic Expectations 

 Use clear, non-technical language

 Utilize visual aids (before/after photos, models)

 Provide written materials for take-home 
reference

 Offer step-by-step explanations of procedures

Effective Communication Techniques
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Understanding Client Perceptions 

Understanding Client Perceptions 

• Improves communication effectiveness
• Helps tailor education to client needs
• Increases compliance with dental care 

recommendations
• Builds trust between clients and veterinary team
• Leads to better long-term oral health outcomes for 

pets

Why it Matters

Understanding Client Perceptions 

• Ask open-ended questions about dental care beliefs
• Use surveys to gather information on common 

perceptions
• Pay attention to hesitations or concerns during 

discussions
• Encourage clients to share their experiences with 

pet dental care
• Create a judgment-free environment for honest 

dialogue

Strategies for Uncovering Client Perceptions
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Understanding Client Perceptions 

• Address specific misconceptions directly
• Use analogies that resonate with the client's 

experiences

• Provide evidence-based information to 
support recommendations

• Offer hands-on demonstrations when possible

• Develop educational materials that anticipate 
and address common concerns

Tailoring Education to Client Perceptions

Understanding Client Perceptions 

• Acknowledge the validity of client concerns
• Show empathy for challenges in providing 

dental care

• Celebrate small steps towards better dental 
health

• Follow up to reinforce education and 
address new questions

• Continuously refine communication based 
on client feedback

Building Trust Through Understanding

Team Training for Effective Communication
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Team Training for Effective Communication

Ensures consistent messaging across all staff members
• Reduces client confusion from conflicting information
• Builds trust in the practice's expertise

Improves client trust and compliance
• Well-informed clients are more likely to follow through with recommendations
• Consistency reinforces the importance of dental care

Reduces miscommunication and potential conflicts
• Fewer misunderstandings about procedures, costs, and outcomes
• Proactively addresses common client concerns

Why Team Training Matters

Team Training for Effective Communication

Dental terminology and procedures
• Common dental conditions (e.g., periodontal 

disease, tooth resorption)

• Stages of dental disease progression
• Explanation of dental radiographs and their 

importance

Client communication techniques
• Active listening skills

• Using analogies to explain complex concepts
• Tailoring communication to different learning 

styles (visual, auditory, kinesthetic)

Key Areas for Team Training

Team Training for Effective Communication

Handling difficult conversations
• De-escalation techniques for upset clients
• Addressing cost concerns empathetically

• Communicating unexpected findings or complications

Understanding and explaining treatment plans
• Breaking down complex procedures into understandable steps
• Clearly outlining pre- and post-operative care

• Discussing potential risks and benefits

Key Areas for Team Training
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Training Methods for Effective Communication

Regular in-house workshops
Monthly lunch-and-learn sessions on specific dental topics

Quarterly team training days with role-playing exercises

Role-playing exercises
Practice explaining common procedures to "clients“

Simulate difficult conversations and practice responses

Online courses and webinars
RACE-approved continuing education courses on veterinary 
dentistry

Communication skills webinars from veterinary associations

Shadowing experienced team 
members

New staff observe client interactions during dental 
consultations

Debrief sessions to discuss observed communication 
techniques

Team Training for Effective Communication

Common terms and their simplified explanations
• Periodontal disease → "Gum infection that can damage the structures 

supporting the teeth“

• Prophylaxis → "Professional preventive cleaning“
• Radiographs → "X-rays to see below the gumline“

Analogies and metaphors to use with clients

• Tartar buildup → "Like plaque on human teeth, but it hardens into cement-like 
material“

• Tooth roots → "Like the foundation of a house, they keep the tooth stable“

Developing a Unified Approach

Team Training for Effective Communication

Phrases to avoid
• "It's just a cleaning" (minimizes the procedure's importance)
• "Your pet is too old for anesthesia" (age itself is not a contraindication)
• "This tooth needs to be pulled" (use "extracted" for a more professional tone)

Developing a Unified Approach
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Effective Communication Strategies

Effective Communication Strategies

• Builds trust between clients and veterinary team
• Increases client compliance with dental recommendations
• Reduces misunderstandings and improves pet care outcomes

• Empowers clients to make informed decisions

Why Communication Matters

Effective Communication Strategies

• Avoid medical jargon
• Use everyday language to explain procedures
• Provide clear definitions when technical terms are necessary

Examples:

• Instead of "periodontal disease," say "gum infection"
• Replace "prophylaxis" with "preventive cleaning"

Speaking the Client's Language
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Effective Communication Strategies

Types of visual aids

• Dental models

• Charts and infographics

• Before-and-after photos

Benefits

• Increases understanding and retention

• Makes abstract concepts concrete

• Emotionally impactful, especially with real case photos

Show, Don't Just Tell

Communicating with Different Client Types

Communicating with Different Client Types

• Listen actively and empathetically
• Tailor your communication style to the client's needs
• Use clear, concise language
• Provide written materials to reinforce verbal information
• Encourage questions and open dialogue

• Follow up consistently to ensure understanding and compliance

Key Principles for All Client Types
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Communicating with Different Client Types

• Improves client understanding and 
compliance

• Increases client satisfaction

• Leads to better outcomes for pets
• Enhances overall practice success

Why Tailored Communication Matters

Communicating with Different Client Types

Ask open-ended questions about the client's pet care beliefs
• "How do you usually care for your pet's health at home?“
• "What are your thoughts on dental care for pets?“

Listen actively to understand their perspective

• Use reflective listening techniques to confirm understanding
• Pay attention to non-verbal cues that may indicate discomfort or 

confusion

Strategies for Communicating with a Variety of Clients

Communicating with Different Client Types

Characteristics
• Often enthusiastic but may lack knowledge
• May be overwhelmed with new information
• Could have unrealistic expectations

Communication strategies
• Provide basic education on pet dental health
• Use simple, jargon-free language
• Offer written materials for take-home reference
• Encourage questions and create a welcoming atmosphere
• Set clear expectations for long-term dental care

First-Time Pet Owners
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Communicating with Different Client Types

Characteristics
• May have established routines and beliefs
• Could be resistant to new recommendations
• Might have outdated information

Communication strategies
• Acknowledge their experience and past care efforts
• Gently introduce new information and techniques
• Explain advances in veterinary dentistry
• Use before-and-after cases to demonstrate benefits of modern care
• Be patient and persistent in education efforts

Long-Time Pet Owners

Communicating with Different Client Types

Characteristics
• Often well-informed (or misinformed) from online sources
• May expect high-tech solutions
• Could challenge recommendations based on internet research

Communication strategies
• Be prepared to discuss current research and trends
• Showcase your practice's up-to-date technology
• Provide reliable online resources for further reading
• Use digital tools for education (e.g., apps, videos)
• Address common misconceptions found online

Tech-Savvy Clients

Communicating with Different Client Types

Characteristics
• Highly concerned about costs
• May delay or decline recommended treatments

• Could be unaware of long-term cost benefits of preventive care

Communication strategies
• Emphasize value and long-term cost savings
• Offer detailed breakdowns of costs and payment plans

• Discuss pet insurance options
• Prioritize treatments if full plan isn't feasible

• Provide clear cost-benefit analyses

Budget-Conscious Clients
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Communicating with Different Client Types

Characteristics:
• May have fixed incomes
• Could have mobility or health issues themselves
• Might be very attached to long-time pet companions

Communication strategies:
• Be patient and speak clearly
• Offer written instructions in large, easy-to-read font
• Discuss how dental care can improve quality of life for older pets
• Be sensitive to end-of-life care decisions
• Consider recommending mobile or house-call services if available

Senior Clients with Senior Pets

Communicating with Different Client Types

Characteristics
• Often view pets as family members
• May be very informed about health trends
• Could expect high levels of service and communication

Communication strategies
• Embrace technology in communication (e.g., text reminders, apps)
• Explain the reasoning behind recommendations
• Offer preventive care plans that align with their values
• Use social media to educate and engage
• Be transparent about processes and costs

Millennial and Gen Z Pet Owners

Communicating with Different Client Types

Characteristics
• May have different cultural beliefs about animal care
• Could face language barriers
• Might have varying comfort levels with veterinary practices

Communication strategies
• Offer multilingual resources when possible
• Be aware of and respect cultural differences

• Use visual aids to overcome language barriers
• Avoid assumptions about pet care practices

• Train staff on cultural sensitivity

Multicultural Clients
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Communicating with Different Client Types

Characteristics
• May be worried about pet's reaction to procedures
• Could have had negative experiences in the past

• Might project their own dental anxieties onto their pet

Communication strategies
• Show empathy and validate their concerns
• Explain safety protocols and monitoring during procedures
• Offer tours of the dental suite to alleviate fears
• Discuss sedation options if appropriate
• Provide extra support and follow-up for these clients

Anxious or Fearful Clients

Communicating with Different Client Types

Characteristics
• May prefer to handle pet care at home
• Could be skeptical of professional services
• Might attempt inappropriate home treatments

Communication strategies:
• Acknowledge their proactive approach to pet care
• Explain the limitations and risks of home dental care
• Demonstrate proper home care techniques
• Emphasize the complementary nature of home and professional care
• Provide clear guidelines on when to seek professional help

DIY-Inclined Clients

Communicating with Different Client Types

Characteristics
• May have pets with chronic health issues or disabilities
• Could be very knowledgeable about their pet's condition
• Might require specialized dental care plans

Communication strategies
• Take time to understand the pet's overall health situation
• Collaborate with the client on tailored dental care plans
• Discuss how dental health impacts the pet's specific condition
• Be prepared to adapt standard procedures if necessary
• Offer extra support and resources for home care

Clients with Special Needs Pets
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Managing Financial Conversations

Managing Financial Conversations

Strategies for explaining the value of dental care:
• Link oral health to overall health and longevity
• Discuss potential complications of untreated dental disease

• Share success stories and before/after cases
• Explain how dental care can improve quality of life

• Emphasize the expertise and technology involved in procedures

Communicating Value

Managing Financial Conversations

Common components of dental procedures
• Pre-anesthetic blood work
• Anesthesia and monitoring
• Dental radiographs
• Scaling and polishing

• Potential extractions or advanced treatments
• Medications (antibiotics, pain relief)
• Follow-up care

The Cost of Dental Care - Breaking It Down
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Managing Financial Conversations

Best practices
• Provide written estimates before procedures
• Explain each line item and its necessity

• Discuss potential additional costs (e.g., 
extractions)

• Be prepared to explain why veterinary 
dentistry costs what it does

• Use clear, non-technical language

• Offer to break down costs into "per day" or 
"per month" figures

Discussing Costs Upfront

Managing Financial Conversations

Why detailed estimates matter
• Builds trust with clients
• Allows for informed financial decisions

• Reduces likelihood of post-procedure disputes

Tips for presenting estimates
• Be confident and matter-of-fact
• Explain the value of each service
• Listen to and address client concerns
• Offer options when possible

Discussing Costs with Clarity and Empathy

Barriers to Compliance
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Barriers to Compliance

• Cost concerns
• Fear of anesthesia
• Lack of understanding about importance

• Time and convenience factors

Why Clients Hesitate: Barriers to Dental Care

Barriers to Compliance

• Clear, jargon-free communication
• Personalized education based on pet's 

specific needs

• Demonstration of home care techniques
• Regular follow-ups and reminders

• Celebration of compliance and positive 
outcomes

Bridging the Gap: Strategies for Success

Barriers to Compliance

Mrs. Thompson brings in her 8-year-old Labrador, Max, for his annual checkup. During 
the examination, you notice significant tartar buildup, red and swollen gums, and a 
strong odor coming from Max's mouth. You recommend a professional dental cleaning 
under anesthesia.

She becomes visibly worried and says, "I don't know... Max seems fine, and I brush his 
teeth sometimes. Isn't anesthesia dangerous for older dogs? Plus, I've heard dental 
cleanings are expensive. Can't we just wait and see?“

1. How would you address this client's concerns?
2. What strategies would you use to encourage compliance?

Addressing Client Concerns 
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Barriers to Compliance

Educate on dental health importance
• Explain how dental disease can affect overall health
• Discuss potential complications if left untreated (pain, infections, organ damage)

Demonstrate current dental state

• Show Mrs. Thompson photos or use a model to illustrate Max's dental condition
• Explain the limitations of at-home brushing for existing tartar

Address anesthesia concerns
• Explain modern anesthesia protocols and monitoring

• Discuss pre-anesthetic testing to ensure Max's suitability
• Share statistics on anesthesia safety in older pets

Addressing Client Concerns 

Barriers to Compliance

Emphasize long-term cost savings
• Compare the cost of preventive care vs. treating advanced dental disease
• Discuss potential savings on medications and treatments for related health 

issues

Offer payment plans or insurance options
• Discuss available financial options to make the procedure more manageable

Your Turn: Addressing Client Concerns 

Keeping Clients Informed and Engaged
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Keeping Clients Informed and Engaged

• Maintains trust and transparency

• Allows for timely decision-making

• Reduces client anxiety and uncertainty

• Ensures informed consent for additional 
procedures

• Prepares clients for potential changes in 
pickup times or aftercare

Why Update Clients During Procedures?

Keeping Clients Informed and Engaged

• Designate a team member responsible for 
client communication

• Determine key points during procedure for 
potential updates

• Establish preferred method of contact (phone, 
text, email)

• Create a system for documenting 
communication attempts and outcomes

• Consider using a communication flowchart for 
team reference

Creating a Consistent Approach

Keeping Clients Informed and Engaged

Common unexpected scenarios:
• More extensive dental disease than anticipated
• Discovery of oral masses or lesions
• Need for multiple extractions

When the Unexpected Occurs
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Keeping Clients Informed and Engaged

Explain why immediate decisions may be 
necessary

Provide clear, concise information about:
• The issue discovered

• Recommended course of action
• Consequences of delaying treatment
• Additional costs involved

Navigating Time-Sensitive Decisions

Keeping Clients Informed and Engaged

Proactive communication is key
• Script for explaining delays: "Your pet's 

procedure is taking longer than anticipated 
because... We expect to be finished by... We 
appreciate your understanding."

• Offer updates on new estimated completion 
times

• Provide options for later pickup if necessary

When Procedures Take Longer Than Expected

Post-Procedure Care and Follow-up
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Post-Procedure Care and Follow-up

• Ensures proper healing
• Prevents complications
• Maintains dental health long-term

• Reinforces client's role in pet's dental 
care

• Strengthens the client-practice 
relationship

Why Post-Procedure Care Matters

Post-Procedure Care and Follow-up

• Medication details (dosage, frequency, 
duration)

• Feeding instructions (what, when, how)

• Activity restrictions
• Home care procedures (e.g., rinsing, 

brushing)

• Signs to watch for (normal vs. 
concerning)

• Follow-up appointment information

Key Elements of Discharge Instructions

Post-Procedure Care and Follow-up

• Use clear, simple language
• Organize information logically
• Include visual aids (e.g., medication schedule chart)
• Provide space for personalized notes
• Consider multilingual instructions if appropriate

Creating Effective Written Instructions
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Post-Procedure Care and Follow-up

Review written 
instructions verbally

Encourage questions 
and clarifications

Use teach-back 
method to ensure 
understanding

Address specific 
concerns related to 
the pet's procedure

Emphasize 
importance of 
following instructions

Reinforcing Care Through Conversation

Post-Procedure Care and Follow-up

Demonstrate and have client practice:
• Tooth brushing techniques
• Applying oral rinses

• Using dental wipes

• Recommend appropriate dental care 
products

• Discuss frequency of home care 
procedures

Hands-On Learning for Better Compliance

Post-Procedure Care and Follow-up

• Provide clear guidelines on when to contact the clinic
• List specific symptoms that warrant immediate 

attention
• Explain what constitutes a dental emergency
• Provide emergency contact information:

• Clinic phone number
• After-hours emergency service information

Knowing When to Call Us
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Post-Procedure Care and Follow-up

• Schedule follow-up before client leaves the clinic
• Offer multiple scheduling options (phone, online, 

app)

• Send reminders (text, email, phone)
• Explain what to expect at the follow-up 

appointment

• Discuss the value of routine dental check-ups

Making Follow-up Care Convenient

Handling Difficult Situations: Navigating Challenges with Professionalism

Handling Difficult Situations 

• Maintains client trust and loyalty
• Prevents negative reviews and word-of-mouth
• Reduces stress for veterinary team
• Improves overall client satisfaction
• Ensures better outcomes for pets

The Importance of Conflict Resolution Skills 
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Handling Difficult Situations 

• Dissatisfaction with procedure outcomes
• Unrealistic expectations about results or recovery
• Financial concerns post-procedure

• Misunderstandings about treatment plans
• Emotional responses to unexpected findings

Recognizing Potential Challenges

Handling Difficult Situations 

Key components of active listening
• Give full attention
• Use non-verbal cues (eye contact, nodding)

• Paraphrase to confirm understanding
• Ask clarifying questions

• Avoid interrupting

The Power of Listening

Handling Difficult Situations 

Stay calm and professional

Use a soft, steady voice

Acknowledge the client's feelings

Find points of agreement

Focus on solutions, not blame

Know when to involve a supervisor

Calming Upset Clients
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Handling Difficult Situations 

• Listen to the client's concerns without interruption

• Express empathy and understanding

• Review pre-procedure discussions and consent 
forms

• Explain normal healing processes and timelines

• Offer solutions or additional treatments if 
appropriate

• Document the conversation in the patient's record

When Results Don't Meet Expectations

Handling Difficult Situations 

Revisit pre-procedure discussions

Use before-and-after photos to illustrate realistic outcomes

Explain limitations of dental procedures

Educate on the progressive nature of dental disease

Emphasize the importance of ongoing home care

Bridging the Gap Between Expectation and Reality

2024 © National Veterinary Solutions. All Rights Reserved

Handling Difficult Situations 

 Recognize when a situation is beyond your authority

 Know your clinic's policy on handling complaints

 Understand when to involve a supervisor or 
veterinarian

 Document all interactions and resolutions

When to Escalate Issues 
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Theresa Cosper-Roberts, BA, RVT, CVPM, ACE(DE), CVBL

• Veterinary Practice Management
• Veterinary Technician Education
• Veterinary Recruitment and Retention  

• Team Efficiency and Technician Utilization

tlcr@nationalveterinarysolutions.com
504-258-3955 direct

Senior Consultant: Practice Management & Veterinary Education
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