COURSE OUTLINE

I.
COURSE NUMBER AND NAME:  VTHT 1217 Veterinary Office Management

II.
COURSE DESCRIPTION:  The student will learn the aspects associated with management of the veterinary practice.  Emphasis is placed on client relations, record keeping, inventory, employment skills, and computer skills in the veterinary environment.  The student will be able to demonstrate effective client relation, communication, and computer skills; apply basic principles such as proper maintenance of medical records; and display employment skills including interviewing, resume writing, and proper dress.  The student will also be able to discuss euthanasia and its process in the veterinary hospital.  (Lecture 32; Lab 16; Ext 0; Total Clock Hours:  48/Semester Credit Hours:  2) Prerequisite:  None
III.
INSTRUCTIONAL MATERIALS AND REFERENCES 

A. Required Texts

McCurnin, Dennis and Bassert, Joanna, Clinical Textbook for Veterinary Technicians, 6th Edition, W. B. Saunders, 2005, ISBN 0721606121.

B. Instructor Information
Krista D. Wilkerson, R.V.T.
Web page:  kwilkerson.yolasite.com

Email:  KWilkerson@vettechinstitute.edu

Midnight_cobra@yahoo.com

Advisement hours:


Tuesday 11:20-12:00 p.m.


Wednesday 2:50-3:15


Thursday 11:20-12:00
IV.
COURSE OBJECTIVES

Upon completion of the course, the student will be able to: 

· Describe the role of the veterinary technician in the veterinary office.

· Demonstrate knowledge of professional behavior in the veterinary practice.

· Discuss client personality types and how to handle them in individual situations.

· Demonstrate knowledge of effective client education and produce written, visual, and spoken examples of client education material.

· List the duties of a veterinary receptionist and demonstrate knowledge of appointment scheduling, telephone procedures, record keeping, filing procedures, billing procedures, and basic inventory principles.

· Discuss the human-animal bond and its importance in the veterinary practice as well as the importance of the veterinary technician’s role.

· Describe the stages of grief and proper client counseling including recognition of a client who may need professional counseling.

· Discuss OSHA and its importance.

· Discuss co-worker management and what it means to be a team player.

· Display interviewing skills, resume writing, and proper dress.

V.
TEACHING STRATEGIES

Instruction is designed to provide students with the skills, knowledge, and attitude necessary to successfully work in a veterinary clinic/office. The delivery method combines lecture, group discussion, case studies, and role playing supported appropriately by illustrative and sample materials and mock interviews.

VI.
STANDARDS AND MEASUREMENTS OF ACHIEVEMENT

When determining the student’s final grade, the following relative weights will be used: 


All skits and jingles will count once

All projects (resumes, newsletters) will count twice

All exams and interview will count three times.


Attendance will be factored into final grade per the attendance policy of the school.

“Technician” project will count for 115 points of the final grade.  Failure to complete project adequately will result in failure of the course.

Grading Scale:

Grade

Numerical Equivalent

Quality Points
A
90-100
4.00

B
80-89
3.00

C
70-79
2.00

D
60-69
1.00

F
Below 60
0.00

T
Advanced Placement

W
Withdrawal

X
Credit by Transfer
VII. TOPIC OUTLINE: 

Week 1

Introduction to Office Management

OSHA, MSDS and other compliance issues

OSHA Jingles will be due: Monday, July 11
OSHA QUIZ: Tuesday, July 12
Week 2
Discussion will include Hospital Appearance, The role of the Receptionist, Technician and Office Manager.

Training Staff will also be discussed.

Week 3

Telephone Skills will be discussed.

Correspondance and Marketing will be discussed

Commercials and Newsletters will be due: Tuesday, July 26
EXAM 1: Wednesday, July 27 

Week 4
Discussion of Resume and Interview Skills

Discussion on Interview appearance

Students will practice interview skills

Resumes and training videos due: Tuesday, August 2
Week 5
Interviews will begin
Discussion will be on Sexual harassment
Listening and Nonverbal communication

MIDTERM:  Wednesday, August 3
Week 6
Discussion will center on ethics, technology and personality

Skits on client interaction due: Friday, August 12
Week 7
Discussion will focus on human-animal bond, stress, euthanasia and grief and leadership.
Week 8
Review and Final Exam
FINAL EXAM:  Wednesday, August 24
VIII.
STUDENT:INSTRUCTOR RATIO:                                 50:1

IX.
MAKEUP WORK

No make up work will be allowed with the sole exception of if the student or student’s child is hospitalized and written documentation supports this claim. Other valid reasons include military service or court dates.  Students must make up missed tests within two days of returning to class provided a valid excuse is provided for the absence.  The maximum a student may make on the make up exam is 85% regardless of reason for missed work.  The make up exam will be all “fill-in-the-blank” in format”  There will be no retakes. It is the student’s responsibility to make arrangements with the instructor to make up the missed work.  If the student fails to make arrangements within the two days, a grade of 0 will be entered.
There will be no make up’s offered for the Final exam. 

X.  Group work


Students will be divided into groups of 5-6 students and will be responsible for several group projects in this class.  Group work will include a commercial for a veterinary clinic, a training video, and skits on client interaction.  


Commercial:  Due Tuesday, July 26.  Each commercial must be approximately 2-5 minutes in length and include a clinic sign and hours as well as phone number and services provided at the clinic.


Training Video:  Due Tuesday, August 2.  Each group will pick from one of the following topics:  Training of Receptionist, Training of Technician, Telephone Skills, Client Interaction, Inventory Control, Sexual Harassment or Kennel Staff Training.  Each group will do a different topic so all topics will be picked by groups in random order.  Each training video should be approximately 6-8 minutes in length.

Skits on Client Interaction:  Due Friday, August 12 .  Each group will demonstrate what NOT to do in a clinic.  Skits should be approximately 2-5 minutes in length. 

XI.  Individual work

Each individual will be assigned a particular animal downstairs for which they will become the “technician”.  Each technician will be paired with an “owner” from another cohort.   Each technician must examine and perform a TPR on a daily basis and record results in a journal.  Any abnormalities must be notated and any work up asked for by the veterinarian must be performed by the technician within a timely manner.  A case report in SOAP format must be turned in on Monday of every week.  Communication is key with veterinarian, kennel staff, and “owner”.  This will be gone over in more detail during first week of class. Failure to complete this assignment in an adequate manner will result in failure of the course. 
XII.  Class Rules

1.  No eating in class.  You may have clear water bottles only.

2. No cell phone use in class.  If it goes off during class, you will receive an automatic 0 on the next exam.

3. Uniform policies should be adhered to including correct footwear, undershirts and lack of facial piercings. 

4. No hats/headgear in class.

5. No sleeping in class.  Students will receive a 5 point deduction for each infraction on their next exam.

Date Prepared:  December 2005
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