Ao 3o
2
x 2

200419 3 OJALSJ(AVMA)7F A3 5518 97 G Bl 2AHAVMA-Pfizer business practices study) &
Aol A= =oAL A5o] GRS A= TR H P 8aso] B thRelFlaL, ol Fdlo] A=
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* [ 9994, Business Orientation]
=1

* [ Fdo| e} 7], Frequency of Financial Data Review]

x [@A7 ]E Negotiating Skill]
* [T 2 FE] Client Loyalty]
* [2] e 4 ERelof| gt 57]%0), Leadership(motivates others)]
* [1124§-4], Client Retention]
* [A17F2124%%, New Client Development]
® 20039 Personnel Decisions International ol 2J3l] 4=23% A4 8157l 8o A SR1= et A+
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Practice Area] ©& Bt&| 5Tt
m [ EAZE Hours Worked per Week ¥ [$17H15-524, Weeks Worked per Year]oF 45-2] A
A7} A UERgtt 1998904 20044 Ato] ZLEA70] 30A|7F mlwle] HlEEE 718220}
(Associate)] Hl-&o] Z7F3iCT,
kT O R AR E 2 okl wet A7 Ao Sa el Aoz AR AN 2 250 A}
ol= WA 3Tt

c

i

181 2009 KAHA Congress



B 197}A] 279 7|H(Standard Business Practices) F= 1998 = BrakkeZAo|A] H71E of2 2 4d
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Client Retention], [Al5+3120%<=, New Client Development]
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2t Employee Development]
= LA & ok 8459 ZdA ¢
O A7 H7H A A L EHE), Regular Written and Oral Performance
Evaluation’,
@ A FA 2l A Written Job Description’,
® 2 A olel A3} 71j2], Well-defined Performance Expectations
@ 223k A A ZRA|A A Structured process for Selecting New
Employee ,
® ‘FA3R= 2]H, A Leader who Coaches
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Interior of facilityis clean, odor free, corportable

Staff trained to talkwith clients about animal care

BExerior of facility and ambulatornyvehicles inviting, modem, easily

Follow-up call maed within 24 hours of serious procedure

Staff rained for high level of client service

Patient ready at ime promised

recognizd

Clients have shorter waitthan expected

Client does not have to wait to pay bill
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client service
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with clients about animal care

GOHETS 580l A=Y, Fof & Hr}, Exterior of facility and
ambulatory vehicles inviting, modern, easily recognized
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=8t 7B 71" Jil A11/35-2AF o 51911/35-9)AF 4527}
43714 ASZARKS)
7494, Business Orientation 47,070
Ao el A1, Frequency of Financial Data Review 42,570
21449 Employee Development 34,470
4714, Negotiating Skill 31,210
IHZYE| Client Loyalty 28,900
2t (ERQlo] tgt 57]4), Leadership(motivates others) 15,560
IZFA] Client Retention 13,850
Al 872 New Client Development 2,880

* 3L 20034 3£ RHsE oA s

FONEF HHAS(D)
B A=A 144,640
o oAt 88,450
WA 8ot 83,400
0}/d ALEOJAL 61,230

S5O AL =2 HE HeE
* [ F52 Financial Acumen], [297d%, Employee Management], [E97](A=2#e] 4%,
Atmospherics(the physical attractiveness of the facility or vehicle)l, [A#}A]&F, Result Orientation],
B3 3%, Acting Confidentlyl, [FFH, Sound Judgment], [AI& 4], Relationship Building], [2

7| A 7E, Client Waiting Timel, [12235-414=7}, Client—focused Pricing]
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S8 AE (8RN, Y AE15~22W) 0] A P4 AHFEFEFAIZE 4047101 A5 H]al
=0 AL Batas -804l $64,100 HE=2lAL $76,600
DHAAFYAL B A5 8494 §80,720 YAl $109,970
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=794, Business Orientation]
*ol/do] Jidell Hlsf ofek Q4= UhEhyiTh
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* QO] 93 BaE, HFAEo| oAl A2 ek,
*OJAAE 0] 7|2 4L oH5Y o @ whot|oir)
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—{FFLFAIZE, Hours Worked per Week], [F72552= Weeks Worked per Year]
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%2 57 33T

OITE 5t U FH7E EX

—{ Y275, Practice Ownershipl, [4%, Genderl, [AGAS 2, Community Sizel, [BIEA| & H+
7}H4-5, Mean Household Income of the Practice Areal

-9 47H7] Q158 53 & AIAIE AU, °oF 30% B9 &5AXE WAYA7]AL Qe

ﬁwwﬂ o BG5S 7 oﬂioﬂ oI 9% 4 s T A @6}1 oIk, 53] e 4

94°1L oé%ﬁﬂ M =R & 4= QT
TUSUE AT & == ARl 9%5%7t IRV ol R, tee R AadE(Inventory

Management)” 2} “H[-8-47"2 F34Tt,

F2U3H &5 22| AFSEHIE(%)
714, Increase fees 95%
A 123, Inventory Management 50%
1847} Reduced Expense 47%
N2 AH)A A, Offered new service 43%
A Aw-5733} Increased staff training 40%
2813 Expanded staff 38%
WA G A u|L ZH4 | Attended practice management seminars 34%
5372 A% Establish medical standards 29%
A4 ulAY) Marketed aggressively 20%
HAAGALHE &8 Used practice management consultant 15%
AlZH]El2E 7HA], Began charging by the hour 11%
AsAHE 7 IHF 7)A], Began charging for telephone consults 5%

-l fIal Aldskl e B 9EE
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[AETHEE Income Satisfaction], [RIGAMSTFE, Community Sizel, [FIFA4]0]8l%E, A
measure of Financial Sophistication]
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1 19 Standard Business Practices for retail-service businesses

D= HE| FLIEJR! Monitor client loyalty

MEHE A2, Encourage referrals

i

AMSH=

=0

HA Reward referrals

i

K

DZ8Ea F4 Invite client complaints

DZRet 23 Solicit client suggestions

HRX| =23 Use program for retaining clients

DZHAEE HI0|E| £%! Collect client satisfaction data

ZIMAE =X Measure employee productivity

‘S, Measure employee satisfaction
THYPED S MR,

customer satisfaction

AHZ2T &8 Use a business logo

O|Zfmzf Jolmiet Determine reasons for non— A AWX| dhs Send new clients a letter of
returning clients welcome

AEEAMH|A MEXAL Use after—service surveys

DHEES| Use client roundtables 174 AMX| Use a client newsletter

MHIATHQATN HE2M, Use a brochure outiining service

DZHMOR7ER| AlAE Calculate lifetime value of clients
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A T2 Use program to promote employee

Tie employee rewards to
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