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The confidence to manage my team
All good managers must have a clear understanding of what they are 
trying to achieve and why. Effective management training processes 
begin by helping managers understand the four crucial outcomes 
which all veterinary businesses must aim to achieve if they are to 
be successful. Even more critical however, is the manager’s ability 
to understand and run the systems which enable them to achieve 
these key outcomes. This module will show you how to develop the 
psychological tools and capabilities to be confident in dealing with 
the various challenges which every manager needs to develop the 
confidence and the motivation required to persist in the face of the 
inevitable adversities, challenges and even failures that come with 
being a manager.

Operations management within 
veterinary practice
Following on from module 1, managers need to understand and run 
the systems which enable them to pursue and achieve the four critical 
outcomes; clinical resolution, clients satisfaction, financial resolution 
and team harmony and happiness. This module will look at how to 
integrate a series of sub-systems within the reception, nursing, and 
veterinary team such that everyone in the building is working towards 
the same goals in a relatively consistent way.

Getting the right staff
A capable, qualified team of people is a crucial feature in a manager’s 
arsenal yet so many struggle to confidently recruit the right members 
for their team. This module gives you the theory and how to apply it 
when recruiting new members into a team.

Keeping the right staff
This module gives you the basis of how to train and appraise your 
team in order that your staff contribute to the four critical outcomes of 
successful veterinary practice.

Statutory and ethical requirements
This session will cover the key statutory and ethical requirements of 
managers within veterinary practice. The RCVS Code of Conduct, 
medicines and prescribing legislation, Health & Safety, financial 
services, waste disposal and key employment law will all be reviewed.

This modular programme will be a valuable resource 
for any member of staff who wishes to gain the skills 
required to be promoted into a management and/or 
administrative role in their practice.
This course is suitable for anyone currently working in or wishing to move into veterinary practice 
management. The interactive sessions will give you the confidence to understand and manage the key 
systems within veterinary practice. In particular you will learn essential knowledge about marketing, 
finance and managing people.
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Marketing 1 - Online
As the Internet continues to evolve, an increasing range of exciting 
and powerful opportunities are available for vet practices to connect 
with their existing clients online and to reach out to local pet owners. 
It is essential that the veterinary profession is able to meet its client 
needs in an online environment, answering questions and providing 
reliable information. There is a vast number of exciting tools 
available for internet marketing and with limited time and resources 
it can be difficult to know where to begin. This module will be based 
on developing an Internet marketing strategy.

and vets often struggle with. This module will help you formulate a 
simple marketing objective as well as help you understand how your 
marketing strategy and tactics need to be consistent. You will learn 
the ‘forces’ at your disposal which will enable you to “drive” clients 
through your door to achieve your objective. Finally, you will learn how 
to deliver your marketing strategy by integrating advertising, PR and 
websites as part of your marketing plan.

Marketing 2 - Getting and keeping 
the right clients
Every veterinary business requires a stream of satisfied and ultimately 
active customers both new and returning clients in order to be 
sustainable. Achieving this lies in realising what customers consider 
‘fair and right’ depends on their own values and point of view. 
Managing this potential conflict in order to achieve ‘consensus’ is 
the art of establishing value and delivering what the client perceives 
as excellent customer service. This module will help you train your 
team to understand and resolve the tension that receptionists, nurses 

Getting to grips with the figures
The Profit and Loss (P&L) management accounts sheet is the single 
most important piece of paper you need to understand if you are 
being held in any way accountable for the financial performance of the 
business. This module will explain how to create and analyse the P&L 
in relation to the operating decisions that you make as a day-to-day 
manager. There is nothing more impressive than a manager who can 
know and recite the ‘differential diagnoses’ for the various symptoms 
and trends revealed within the P&L. This is no harder to do than reading 
a lab report when you understand the normal ‘form and function’ of the 
figures on the document and the behaviours that led to them. 

For specific learning objectives or further 
information please visit
www.improveinternational.com.

Course Modules
Module Session Venue Date & Time Speaker

The confidence to manage my team 1 Alexandra House, Swindon
2 November 2016
9.30am-5.00pm Brian Faulkner

Operations management within veterinary practice 2 Alexandra House, Swindon
3 November 2016
9.30am-5.00pm Brian Faulkner

Getting the right staff 3 Alexandra House, Swindon
27 February 2017
9.30am-5.00pm Helen Frewin

Keeping the right staff 4 Alexandra House, Swindon
28 February 2017
9.30am-5.00pm Helen Frewin

Statutory and ethical requirements 5 Alexandra House, Swindon
24 April 2017

9.30am-5.00pm Pam Mosedale

Marketing 1 – Online 6 Alexandra House, Swindon
25 April 2017

9.30am-5.00pm Marcelo Alves

Marketing 2 - Getting and keeping the right clients 7 Alexandra House, Swindon
12 July 2017

9.30am-5.00pm Brian Faulkner

Getting to grips with the figures 8 Alexandra House, Swindon
13 July 2017

9.30am-5.00pm Brian Faulkner

Course Fees
Net Price VAT Total cost

All eight modules £1,995.00 £399.00 £2,394.00*

Two consecutive modules £523.69 £104.74 £628.43

Individual modules £274.31 £54.87 £329.18

Net Price VAT Total cost 12 monthly
payments

£1,995.00 £399.00 £2,394.00* £199.50

We have various payment methods available, including credit card, 
online payment, bank transfer or we can invoice your practice on 
receipt of an email from an authorised person.

*If you want to enrol for the exam there is a fee of £250 (no VAT) payable to the 
European School of Veterinary Postgraduate Studies (ESVPS) for those sitting 
the exam in 2017.

The amounts for direct debit are:

Sign me up!
What’s the easiest way to register?

If you are paying by credit card the easiest way to register is online 
through our website or by phone. We can take all the details and 
process your card payment there and then.

To book your place call 01793 759159
or visit www.improveinternational.com


