Office Management Review for Final Exam

1. Information that should be in a Resume:

a. Identify yourself

b. Education

c. Continuing Education

d. Work or Professional Experience

e. Volunteer Experience

f. Activities

g. Computer Skills

h. Professional Associations

2. The following are considered optional sections for a Resume:

a. Objective

b. Special Skills and Abilities

c. Reference Statement

3. Characteristics of a Successful Resume:

a. Focuses on skills.  Uses action words to define the responsibilities of your job-relate experience.

b. Easy to read and understand

c. Visually powerful and free of gimmicks

d. Language and grammatically correct

e. One page, at most, 2 pages long

f. Formal style

g. Is 100% truthful

h. Contains no inappropriate personal information

4. Basic Checklist of a Resume:

a. Important titles should be emphasized. No more than 2 or 3 different sizes.

b. Information is logically recorded.

c. Use action verbs for accomplishments and results.

d. Quantify results when possible

5. Writing an effective cover letter:

a. Give enough information to interest the reader, don’t overwhelm.

b. Research the company.  Address the letter to a specific person.

c. Answer an ad if you have 50% of the skills or requirements.

d. Mention the person that referred you if appropriate.
6. Parts of an effective cover letter:

a. Paragraph 1:

i. What you want

ii. How you know about the organization

iii. Mention enclosure of your resume

b. Paragraph 2

i. Concise overview of work history and skills that will help you perform the job.

c. Paragraph 3

i. State confidence in your ability.

ii. Give information on how you can be contacted.

d. Paragraph 4

i. Express appreciation

ii. Closing signature and typed name.

7. Successful Interviewing Skills:

a. Do you make the best impression you can?

i. On-time

ii. Dress

iii. Physical Contact

iv. Eye Contact

v. Smile

vi. Fidgeting

b. How to Dress for an Interview

i. Professional dress

ii. Less is more

1. Jewelry

2. Perfume

3. Make-up

8. Characteristics of a Successful Interview
a. Preparation

b. Presentation

c. Content

9. What should you bring with you to an interview?

a. Extra copies of resume

b. Paper and pen

c. A list of potential questions.

d. List of references

10. Know potential Action words:

a. Administered

b. Analyzed

c. Created

d. Maintained

e. Developed

f. Etc.

11. The Golden Rule of Resume:

a. Proofread, Proofread, Proofread!!!

12. Survey shows that 1/3 of all men and women with tattoos regretted the tattoo they have
a. Think before you ink.

13. Employer can establish dress code as a condition of employment. 

14. Goals of a sign are:


a. Show location

b. Generate clientele

c. Detail services provided

d. Hours of operation

e. Telephone number

15.  Some could argue that the reception area is the most important part of the veterinary hospital.

16. What should NOT be in reception area:

a. Potentially toxic plants

b. Ability for patient to harm themselves

c. Possibility of cross contamination  between patients

d. Clutter, Clutter, Clutter

17. OSHA stands for Occupational Safety and Health Administration

18. “It’s the law” poster must be predominantly displayed.

19. Compressed air cylinders should be secured in an upright position by holder, bracket, chain or strap.

20. Staff lunches, drinks, condiments and snacks must be stored in an area free from biological or chemical hazards.

21. Copies of any violation must be displayed for minimum 3 days or until violation is corrected.

22.  Waste anesthetic gas scavengers
a. Types include active scavengers, passive exhaust, and absorption.

23. Animal related injury is the number one injury in vet  clinics.

24. When bathing, grooming, etc.   Wear appropriate PPE.

25. Common Zoonotic Disease Factors are:

a. Ringworm

b. Mange

c. Leptospirosis

d. Plague

e. Brucellosis

f. Etc.

26. Noise Hazards can be from kennel area

27. Rabies vaccine is not required but strongly recommended.

28. MSDS stands for Material Safety Data Sheets and one should be maintained for every chemical in the veterinary hospital.

29. Sexual Harassment is defined as unwelcome sexual advances, requests for sexual favors, and other verbal or physical conduct of sexual nature.
30. One method of training staff that can be used is Phase Training.

31. The Receptionist is arguably the most important person in the clinic.

32. Phone should not ring more than twice if possible.

33. No client’s question is unimportant.

34. Speak slowly and clearly, make sure you are understood
35. If you don’t know answer, it is o.k. to tell client and get back with them with answer.  

36. Always act confident.

37. Know Hospital policy on fee and payment options.

38. What makes a client unhappy:

a. Perception of uncaring staff

b. Failure of staff to perform all services client wanted

c. Failure to complete service to the client’s satisfaction

d. Unwanted results of a service

e. Quoting one cost and charging another

f. Failure to perceive value of the services rendered. 

39.  Consent forms are designed to be legal, binding document in veterinary medicine

a. over 40% of informed consent is not valid.

b. Been demonstrated that only 19% of individuals who signed informed consent had a better understanding after signing form.

40. Consent form rules:

a. Should give accurate and sufficient information regarding procedures, expected outcomes and methods used.

b. A copy of consent form should be given to the client (is receipt of what is to occur).

41. Types of Consent Forms:

a. Surgical/Anesthetic consent forms

b. Off label/Internet Consent Form

c. Euthanasia Consent Forms

d. Payment Agreement Forms

e. Transportation Waivers

f. Waivers/Consents

g. Owner Relinquishment Form

h. Pet Sitter Releases

i. Other Forms

i. Patient history forms

ii. New client forms

iii. Grooming Release forms

42. Maintaining an inventory requires both planning and continuous monitoring.

43. 80/20 Rule:  80% of inventory dollars are represented in only 20% of inventory items.

44.  Shrinkage- decreases in inventory that can not be accounted for.

45. Ordering can be from:

a. Veterinary Suppliers (MWI, Butler, etc).

b. Veterinary Practices

c. Directly from Company

d. Pharmacies

e. Other suppliers

i. Human hospitals

ii. Chemical suppliers

iii. Mail order companies

46. Forms of Correspondence:

a. Welcome letters/welcome kits

b. Informational letters

c. Hiring letters

d. Collection letters

e. Firing a client letter

f. Referral/ Transfer letters

g. Reminder cards

h. Sympathy cards

i. Newsletters

j. Questionnaires

k. Thank you notes

47. Client appreciation

a. Refreshments

b. Donations in name of pet

c. Reward for desired behaviors

d. Recognition
48. Personality definition- Enduring patterns of perceiving, relating to, and thinking about the environment and oneself, and are exhibited in a wide range of important social and personality context. 

49. Personality is shaped by:

a. Genetic influence

b. Environmental influence

c. Cultural influence

50. Types  of childrearing practices:

a. Authoritative

b. Authoritarian

c. Indulgent

d. Neglecting

51. Approaches to Personality

a. Trait Approach-

i. Five clusters of traits

b. Psychobiological Approach

i. Focuses on role of biology in determining personality

c. Social Learning Approach

i. Personality is shaped by what we learn from our experience

ii. Self- handicapping is an attempt to protect one’s self esteem

d. Psychodynamic Approach

i. Freudian view

1. id- unconscious irrational source of primitive impulses.

2. ego-conscious and realistic 

3. superego- both conscious and unconscious

ii. Defense Mechanisms

1. Repression

2. Reaction Formation

3. Projection

4. Sublimation

5. Rationalizaton

6. Conversion

e. Humanistic Approach

i. Maslow’s hierarchy of needs

1. self-actualization

2. aesthetic needs

3. cognitive needs

4. esteem needs

5. attachment needs

6. safety needs

7. physiological needs

52. Meyers-Briggs Trait Profiles

a. 16 possible combinations of 4 dichotomies

i. Extraverted vs Introverted

ii. Intuitive vs. Sensing

iii. Feeling vs. Thinking

iv. Perceiving vs. Judging

53. Nonverbal communication- all aspects of communication other than words themselves.

54. Scholars estimate that nonverbal communication accounts for 65% to 93% of the total meaning of communication.

55. Types of Nonverbal Communication:

a. Kinesics

i. Body position and body motion

b. Haptics

i. Sense of touch

c. Physical Appearance

d. Artifacts

i. Personal objects that announce identities

e. Environmental Factors

f. Proxemics and Personal Space

g. Chronemics

i. How we perceive and use time to define identities and interaction

h. Paralanguage

i. Vocal communication that does not use words

i. Silence

56. A guilty person gets defensive, an innocent person will often go on the offensive.

57. Listening is an active process, hearing is a passive process.

58. 75% of time we are distracted, preoccupied or forgetful.

59. 20% of time we remember what we hear.

60. Less than 2 % of people have had formal education with listening.

61. Active listening requires 4 steps:

a. Listen

b. Question

c. Reflect-Paraphrase

d. Agree

62. Bad listening habits

a. Criticizing the subject or the speaker

b. Getting over-stimulated

c. Listening only for facts

d. Not taking notes or outlining everything

e. Tolerating or creating distraction

f. Letting emotional words or block message

g. Wasting time difference between speed of speech and speed of thought.

63. Empathetic listening- listening with the intent to understand how the speaker feels in addition to understanding his or her ideas.

64. Listen for Feeling words.

65. Barriers to Effective Communication

a. Process barriers

b. Personal barriers

c. Physical barriers

d. Semantic barriers

66. Women prefer rapport building while men talk as a means to preserve independence and status by displaying knowledge and skill.

67. Canines were domesticated approximately 12, 000 years ago.

68. Humane-feline bonds were first demonstrated about 9, 500 years ago.

69. 62% of US households have at least one pet

70. Children are more likely to have a pet than a sibling or a father

71. More than 75% of owners say dog’s health is as important to them as their own.

72. 41 billion was spent on pets in 2007.

73. Alzheimer’s patients allowed to observe fish demonstrated improved relaxation, alertness, and eating habits
74. Pet owner’s have lower blood pressure.

75. Studies indicate that pet-owning households are significantly less likely to evacuate during mandatory evacuation orders then households without pets.

76. Stages of Grief:

a. Denial and Isolation

b. Anger

c. Bargaining

d. Depression

e. Acceptance

77. A leader looks at the whole picture.

78. One can be a leader without being the boss.

79. Characteristics of a leader

a. Courage

b. Temperance

c. Pride

d. Truthfulness

e. Good Temper

f. Friendliness

g. Wittiness

h. Justice

