( ) BSAVA 4
Happy New Year to all our footfall readers! “The use of ‘mystery shopper’ calls created c V' a |
. . . . . 0"5 . a much more structured assessment of our ong rc‘r‘-r - '
Whilst 2012 promises to be rather eventful in the sporting arena, with the London W/z‘c clientinteractions thanswetbeenableto 5 -
Olympics and Euro 2012, f?r many vets the new year may sm_1p|y feel like _the start of achieve before. The subsequent training day WORLD CONGRESS 15 2012
another twelve months of financial challenges, demanding clients and falling numbers. helped to confirm the good practices and
If that’s the case, you really do need to meet Bertha! show where improvements could be made.

Here’s how it works. Onswitch has helped organise and create

Our famous training bus@e/ﬁa Continues R et SRR S hopREr T Bal oy targeted improvements to our customer care”

practice over a month

her nationa' tour throughOUt 201 2 - We record the calls and measure how many ? o
A\

We’ve added the following dates to our schedule: o appointments are offered

Yy s the telephone challenge?

“_UStah_er Experience Awards
(i VetsNoMﬂ&l

MAY JUNE JuLyY AUGUST _ N glltlo C?”S end \;vith the offer (t))f al? N -
.: appointment, you get your money back. No

¥ Newcastie B Plymouth [E) 1 . prbl , yt hg ﬁ’o R Her 3 “The telephone challenge has had the huge
> : : n QUERRIE AT TES RUS RN TE, impact on our practice | was hoping for. |

- 4 ; - « If less than 10 appointments are offered, hadn’t realised where we were doing well,
ER Widdlesborough EE B°"".‘em°"th g Oxiord R Blackpool i} - you'll get a detailed feedback report and and what not so well, till we heard the actual
() Harrogate  BE]  salisbury  BUJ  Aylesbury K : Y copies of all the recorded calls to use for calls - it really prompted the partners to
CN  Halifax  BUY  Eastleigh B} stalbans [0 RIS o - staff training act! | would say that taking the telephone
0] Warrington  fEJ iP] Chelmsford LY Bradford | ekwgmd | - Then when you're ready, we can work with challenge is essential for every practice, you
2 shewsbury FE} Maidstone BEJ stokeonTrent BB} Leeds |  NEGEN d you to address any areas of weakness and do not know till you hear for yourself!”
L] Cheltenham [P ] Colchester I Doncaster ' develop bespoke training to help your staff 3 )
s ior | Y Combridge [E1shortos | rally shine 7

ibA Milton Keynes |13 i) Northampton ) Tralnmgr(]jates ari bociklnkg
Bath _ Pal Eastooune PH Coventy B vow | 4P SO WhY not fake a ook at
- Bertha’'s schedule and book ®
PL]  Folkestone Al Solihull  PE]  Edinburgh ; T F
your places online at
26 ILLLL I 30 www.onswitch.co.uk E W
B oot |

25 Swansea
vi: ) Weston Super Mare

Taunton

01476 565343, or by email
at info@onswitch.co.uk. : o

f follow us on facebook follow us on twitter

/onswitchfootfall /onswitchltd Y-

2

= You can also find out more or
R make a booking on onswitch

w
=1

MRS M5pA

EUROPE

onswitch

COMPANY PARTNER

onswitch ,..Qﬁl&’lbﬂ'{hg C%&Ilge www.onSWitCh-co-Uk




Willow Vets scoop first ever
veterinary Customer Experience Award
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CUSTOMER EXPERIENCE AWARD
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onswitch are delighted to be involved with

VetsNorth 2012

On June 29th and 30th, VetsNorth comes
to Manchester, featuring two clinical
streams (refresher and advanced) covering
a wide range of specialist areas, as well as
a practice management and

business stream.

The Onswitch team will be delivering a
session on customer engagement with
really useful sessions from Hazelwoods,
VetHelpDirect and Peninsula on all things
money, social media and employment law.

Rates are available for either single days or
for the whole event, representing excellent
value for money for your CPD.

Make sure you register soon!

Timetables, speakers and exhibitors are
currently being finalised — full details can
be found on www.vetsnorth.com

- Two clinic streams - ‘refresher’ and
‘cutting edge’ on subjects including:
« exotics ¢ neurology * oncology
« opthalmology ¢ orthopedics
* soft tissue surgery & more
plus a management business stream.

- Excellent value CPD: rates for the whole
event or single days to be announced
next month

- Free refreshments and buffet lunches
for all attendees

- Friday night dinner for speakers,
exhibitors and delegates

- Speakers include:
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For details of exhibiting and sponsorship opportunities, contact Sam Compton
at JCA Media Group: telephone 01449 720881 or email sam@)jcagroup.com



