
 

20% of f  fo r  F i r s t  Responder s  and  Med ica l  Pe r sonne l ;  
Ex t ra  days  on  Daycare  Packages  tha t  a re  so ld  by  X  date ;  
G i f t  ce r t i f i ca tes  tha t  cos t  $ 100  and  a re  wor th  $ 120  when  used ;  
New t ranspor ta t ion  se r v ices ;  e tc .
Conc ie rge  se r v ices ,  i nc lud ing  dog  food  door s tep  d rop-of f ,  med icat ion  de l i ve r ie s
f rom ve te r i na r y  p rac t ices ,  e tc .

“ I ’m  so  so r r y  to  hear  tha t .  I s  t h i s  due  to  the  co ronav i ru s  ou tb reak?”
“ I  a sk  because  we ’ re  t r y i ng  to  keep  t rack  o f  the  number  o f  cance l la t ions  th i s  i s
caus ing . ”
“We ’ re  happy  to  keep  you r  depos i t  on  f i l e  fo r  you ,  so  you  can  use  i t  fo r  a  fu tu re
rese r va t ion . ”  
“Wh i le  I  have  you  on  the  phone ,  I  wanted  to  le t  you  know about  . . . . ”  
“ I s  t he re  any th ing  we  can  do  to  he lp  make  th i s  t ime  more  manageab le  fo r  you  and
(pet ’ s  name)?”  

“ I ’m  su re  i t  w i l l  be  g reat  to  spend  more  t ime  w i th  (dog ’ s  name) ,  bu t  p lease  ca l l  u s  i f
you ’d  l i ke  to  have  h im/her  jo in  u s  fo r  Daycare !  
"Dogs  a re  ve r y  i n tu i t i ve ,  and  they  know when  we ’ re  s t res sed ,  so  i n  t imes  l i ke  these ,
i t ’ s  even  more  impor tan t  to  keep  pet s  on  an  ac t i ve  rou t i ne . ”  
"Wou ld  you  l i ke  to  b r i ng  h im/her  i n  fo r  daycare  o r  wou ld  you  l i ke  fo r  me  to  a r range
fo r  p ick-up  and  d rop-of f  se r v ices?”

“H i ,  t h i s  i s  ( you r  name)  ca l l i ng  f rom ( fac i l i t y  name) .  I  j u s t  wanted  to  check  i n  and
see  how you  and  (pe t ’ s  name)  a re  do ing . ”  
“ I s  t he re  any th ing  we  can  do  to  he lp  make  th i s  t ime  more  manageab le  fo r  you  and
(pet ’ s  name)?”  

I t ’ s  du r i ng  the  mos t  cha l leng ing  and  chaot ic  t imes  tha t  ou r  ab i l i t y  to  de l igh t
cus tomers  means  the  mos t .   He re  a re  some impor tan t  rem inder s  when  i n te rac t i ng  w i th
c l ien t s  ove r  the  phone  and  a t  the  f ron t  desk .
 
As  a lways ,  remember  to  l i s ten ,  demons t ra te  empathy ,  and  p rov ide  so lu t ions .
 
The  sc r ip t i ng  be low w i l l  he lp  you  hand le  va r ious  t ypes  o f  c l i en t  conve r sa t ions  wh i le
a l low ing  you  to  he lp  c l i en t s  th ink  about  se r v ices  you  p rov ide  tha t  w i l l  c reate  a
so lu t ion  fo r  them du r i ng  a  t ime  o f  c r i s i s  and  uncer ta in t y .
 
On  each  o f  the  t ypes  o f  ca l l s  l i s ted  be low ,  remember  to  i n fo rm the  c l i en t  o f  any
spec ia l  p romot ions  you  a re  cu r ren t l y  r unn ing  such  as :
 

 
Cancel la t ion  Cal ls

 
Cl ient  Says  they  are  Work ing  f rom Home

 
Outbound Cl ient  &  Pet  Wel lness  Check  Phone  Cal ls

 
When  you  p rov ide  except iona l  cus tomer  exper iences ,  you  w i l l  make  las t i ng  impress ions
that  c l i en t s  w i l l  r emember  long  a f te r  th i s  c r i s i s  has  passed .  These  las t i ng  impress ions
w i l l  he lp  you  c reate  and  ma in ta in  loya l  c l i en t s  who  w i l l  te l l  t he i r  f r i ends  about  the
remarkab le  se r v ice  and  ca re  you  p rov ided ,  and  how you  made  them fee l .
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