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SPECIALTY & ER

Elevate Your Front Desk.
Empower Your Team.
Improve Every Client Interaction.

IGNITE® understands the unique training needs of specialty and emergency veterinary hospitals,
which is why we offer the Veterinary Receptionist Certificate of Excellence (VRCE) specifically
designed for Specialty & ER front desk staff. This comprehensive program equips front desk staff
with the skills to deliver exceptional client experiences, represent the hospital professionally, and
boost revenue.

» Six self-paced modules with in-clinic activities, allowing students to choose what to
learn and when, with the flexibility to move between modules

« Students can graduate in 13 weeks at 20 minutes per day/5 days per week using the
IGNITE VRCE Graduation Calculator

« Checklists, resource documents, and job aides translate learning concepts
to improved front desk skills and new behaviors

« Comprehensive workbook with activities customized to the practice

» Scripts to guide client interactions

* Instructors and a study group to reinforce learning and share ideas

» Practical assessments demonstrating the skills learned with feedback from instructors

for improvement for use in the clinic
* Quizzes and final exam insure learning comprehension




SPECIALTY & ER

Created Specifically to Support the
Growth of CSRs in Specialty & ER

Tactics to nurture the vital relationship
between the specialty and/or emergency
hospital and referring veterinarians

)

Delivering a consistently Handling a high volume
exceptional client caseload and client
experience for the referring expectations with
hospital and its clients professional poise

Specialty & ER Elevated communication skills
veterinary terminology and conflict conversations
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Modules & Chapters
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You Are Important Module

Chapters

The Important Role of a CSR in the
Specialty & ER Hospital

VRC/E

SPECIALTY & ER

Ethics and Safety Module

Chapters

Professionalism In the Workplace

SPECIALTY & ER
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SPECIALTY & ER

Appointment Capture and New Client
Acquisition Module

Chapters

Phone Skills for the Specialty &
ER Hospital

Key Differences Between Specialty and
General Practice

Confidentiality and Accuracy: Records,
Files, Computer Maintenance

Appointment Capture for Specialty & ER

Bullying in the Workplace

The Disaster of Missed Details

The Benefits of Cross-Training and
Career Advancement

Managing Referral Records

Mental Health

Occupational Safety Procedures

VRClE

» SPECIALTY & ER

Communication & The Client
Experience Module

Chapters

Foundations of the Client Experience
in Specialty & ER
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Your Role in Hospital Finances Module

Chapters

Basic Hospital Finance and Revenue
Drivers for the CSR
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Medical Moments Module

Chapters

Breed Identification

Communicating Information to Clients
and the referring DVM

Reading Body Language

Expressing Empathy and Compassion

Thriving During Conflict with Clients

Thriving During Conflict with Coworkers

Managing Wait Time Expectations

Admitting Patients to your Hospital

Discharging Patients From Your Hospital

The Referring DVM Experience

Managing A High Volume Caseload

The Basics of Cash Handling

Safe Animal Handling

Creative Financing & Pet Insurance

Veterinary Terminology for Specialty
& ER CSRs

Confident Financial Conversations

Overview of CPR/DNR

Proper Prescription Handling

Pick what you want to learn when you want to learn it
(Move between modules at your own choosing)




VRCE Specialty & ER Value

SPECIALTY & ER

o $850

Students will have access to six self-paced modules including
direct access to the program instructors and resources. VRCE
includes a comprehensive workbook, real life situational client
scripts, proficiency checklists and a final exam.

Per student

SPECIALTY & ER

Veterinary Receptionist
Certificate of Excellence

GRADUATE

Graduates of the program
will be awarded a prestigious
certificate of completion, a
commemorative pin to
proudly display their
achievement, and a digital
badge. This badge can be
shared across social media
platforms and added to
email signatures.
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IGNITE Veterinary
Veterinary Training App

IGNITE

Pick up where Move thr
you left off your cot
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NAA

North American Association of
Veterinary Receptionists

After graduation, IGNITE will
celebrate your achievement
by covering the first-year
membership dues to the
North American Association
of Veterinary Receptionists
(NAAVR) at no cost to you,
giving you immediate access
to an invaluable network

of industry professionals
and resources.

anytime, anywhere.

£ Available on the GETITON
[ [ ¢ App Storej {' Google Play}

Payment Options Available

£ CareCredit

a Synchrony solution

After graduation, you'll receive
free access to the CareCredit
Finance Certificate, designed to
strengthen key financial skills for
CSRs and hospital teams. This
course will help you confidently
navigate client questions, billing
conversations, and payment
discussions with ease.

Learn Anywhere, Anytime

With our mobile app, learning has never been more
flexible or convenient. Designed for busy veterinary
professionals, the app allows students to access course
materials, track progress, and complete lessons

Get Started Today
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Testimonials & Success Stories

SPECIALTY & ER

“When you focus on what this program is teaching you it's showing
you how you can provide the best service for your clients. The biggest
difference for our hospital is that we don’t ever see healthy patients so
for me it was great to have that information, knowledge, and helpful
tips on how to talk to these clients. When you take the course it makes
you think about the things you can do to go above and beyond. It will
increase the satisfaction that your clients and your coworkers get from
working with you every day. ”

- Julie Powers, Lead CSR
Oakland Veterinary Referral Services

“As someone who has been a CSR for over 15 years, this is what | know. Just when you think
you know it all, have seen it all and have heard it all, you haven't. This program has already
showed me that. I look forward to this program not only helping me be a better CSR but for
the CSRs who will come after me. Showing the way to keep the standard of exceptional

client care.”
Read More Testimonials
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VRCE General Practice - 4.9 out of 5 star rating
VRCE Specialty & ER - 5 out 5 star rating
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NET PROMOTER SCORE

How trained should my employee be before taking
VRCE Specialty & ER?

The program is for both CSRs working in the Specialty & ER environment
who have just joined the profession and want to get up to speed quickly,
and for CSRs who have been on the job for years who want to improve their
skills. There are no prerequisites for this program other than employment or
intended future employment in a Specialty & ER veterinary hospital.
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CSRs Are the Key
to a Thriving
Veterinary
Practice

Give Them the
Tools to Succeed

Ready to Transform Your Hospital’s Frontline?
Enroll in the VRCE Program Today!

VRC/E

SPECIALTY & ER
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« Immediate improvement in CSR skills, leading to

more appointments, improved retention and
enhanced patient care and practice success.

« Students are equipped with proven tools that are

packed with resources to ensure success, making
graduation faster and easier than ever.

« Flexible Payment options available.

VRCE.vet | ignitevet.com | contact@ignitevet.com | (440) 544-6483
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