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Learning Objective:  
This course will provide attendees tools to enhance their customer service skills by looking at some of 
the best in multiple industries.  Leading a conversation, finding out what’s important to the owner and 
providing outstanding customer service – from all team members will build trust with your clients and 
therefore encourage them to do what is best for their pet within their means.  
 
Proceedings:  
 
Like it or not, we are all in sales - not in the traditional sense of the word ‘sales’ - but in the broader 
sense we are all trying to get others to part with resources – these resources are not just monetary; they 
include resources like time, attention and trust. Leave aside the physical exam, reading bloodwork and 
radiographs – veterinarians spend a lot of their time in sales. Whether it is to get the owner to clean the 
ears and apply medications twice a day, the technician to help during surgery when they would rather 
go to lunch, negotiating with suppliers or gaining trust with clients to allow for diagnostics – 
veterinarians need to learn the art of sales and how to build trust. And the first step is learning to Up-
Serve instead of Up-Selling.   
 
If building relationships is the key to sales success, then trust is the foundation. Most top sales 
performers will say that the factor that contributes to their success most is building trust with 
customers. But how do you build trust? Usually, it's the little things you do over time that make the 
difference but sometimes, in our industry – we have 5 minutes to build trust. There are 5 secrets that I 
like to follow to building trust.  
 
1. Truth: We can do many things to lose business: not deliver on time, not communicate effectively, not 
follow up. But from your customers' point of view, lying is the number-one way to lose their trust and 
business forever. Do not lie about their pet’s condition or the treatment options. Period!  
 
2. Reliability: You build trust every time you get back to the client with the information they requested, 
every time you follow up after the customer receives your service, and every time you respond to a 
problem immediately and solve it right away.  If you forget to call back with bloodwork results or not 
send the information you promised – you broke that trust.  
 
3. Understanding through uncommon efforts: When you invest the time to understand your client’s 
needs, concerns, thoughts, what is important to them, etc - you are building the trust by making the 
effort to see the world through their eyes. 
 
4. Service: There's no better way to build and maintain your client’s trust than through ongoing 
personalized service.  
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Look around your practice and figure out ways to be personalized and earn your client’s trust. And ask 
yourself the following questions about your clients: 
 

• If one of my clients leaves, do I know why? 

• If I don't know why, do I ask? 

• Do I ask every client I have, "Is there anything I'm not doing that I could be doing to serve you 
better?" 

• Do I consider myself a resource for my clients? 

• Do I create added value for my clients by going beyond what's expected? 

• Do I look for ways to help my customers increase their bottom line? 
 

5. Take your time: Building trust does not happen overnight but rather a long relationship of building 
that trust. The follow-up calls and visits, solved problems, on-time delivery of promises, and caring 
about them and their pet – honestly – will build trust.  
  
To build trust, your customers need to believe three things about your company: 
1. You have their best interests at heart. 
2. You are capable of delivering on your promises. 
3. You are honest and authentic. 
 
This session will be interactive and go over ways great companies build trust and therefore Up Serve vs 
Upsell!  
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