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These two visionaries understand that healthy teams make for happier workplaces—something they aim for 
every day at Vetique. In fact, according to a recent study, around 75% of employees rate teamwork and collabo-
ration as being very important, while 86% blame lack of collaboration as the top reason for workplace failures.¹ 
Like Dr. Jen and Dr. Jess, veterinary practice and team well-being are better together. 

As you noticed on the cover, Dr. Jen and Dr. Jess are joined on the cover by Bizzy! Just who is this friendly feline? 
Glad you asked. 

Bizzy is the feline influencer and clinic cat helping CareCredit support and empower veterinary 
teams—because she was inspired by what she saw them living through. Since 2020, the delivery of veterinary 
care has changed forever, shifting from “inside” to “curbside” to “now what?” New workflows, staff shortages, 
constant turnover and pent-up demand for vet care have led to a nonstop state of busy. Teams are fatigued. 
Clients are sometimes impatient. Relationships can be fractured. In other words, the last three years in veterinary 
practice have been a blur of adaptation to never-ending change. 

Bizzy admires how veterinary teams have stuck by patients and co-workers, and she wants to help make their 
days more pawsitive, productive ... and even peaceful. In big ways and small. 

So Bizzy started offering tips and stress busters, and talking about the CareCredit credit card's friendly financing 
solutions that are purr-fect for today’s busy practices—and the pet parents who are seeking care like never before. 
Brought to you by CareCredit, the sponsor of this special issue of Vet Candy, Bizzy is your guide throughout the 
following pages, pointing out ways to ease mental flow, cash flow and work flow. 

I’m sure you’ll agree that Bizzy and veterinary teams are Better Together! 

So enjoy this behind-the-scenes look at Vetique in Chicago (you’ll definitely see why we awarded them with 
the Vet Candy Design & Innovation Award—see inside for the details) and be inspired by Bizzy’s 
solutions for achieving greater team, clinic and personal success! 

As always, I would love to thank our amazing team of writers for their help putting this issue together and we 
thank you for reading! 

Reference: 
¹ 35+ Compelling Workplace Collaboration Statistics [2023]: The Importance Of Teamwork. Zippia.com. February 16, 2023. 
www.zippia.com/advice/workplace-collaboration-statistics 
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Vetique aims to take as much worry out of veterinary visits
as possible—including cost anxiety. A veterinary bill of

less than $250 is enough to trigger stress about how to 
pay in many clients,¹ as Dr. Jen and Dr. Jess have 

witnessed many times. They decided to combat the fear 
associated with veteri e p e   

 accepting the CareCredit health and pet care 
credit card at their practice. They realized that 

although their practice was already pretty great, 
offering an easy financing solution could make it even 

better. ln fact, they link to CareCredit directly from their 
main website navigation menu. When clients are 

presented with treatment plans ... they look to us for 
help,” Dr. Jess said. “CareCredit is definitely a way to 

bridge that gap in order to provide the services we want to
patients.”  

This payment option can even make the difference between a 
patient receiving lifesaving care and a devastating outcome. For 

example, Dr. Jess recently had a client come in with an 8-week-old 
kitten that was near death. The team was able to stabilize the tiny 

patient by providing CPR and oxygen, but the kitten needed to be 
transferred to an emergency hospital. 

“Emergency care is expensive, so that of course causes sticker shock,” Dr. Jess  said. 
“I talked to the client about CareCredit, and he applied for it and was approved, so he was 

able to take the kitten to the ER. And now she’s doing well! That was an amazing night.” 

Besides proving that an incredible veterinary team and a financing solution like CareCredit work better together, 
stories like this also help boost the Vetique team’s mental well-being. Unfortunately, even in non-crisis situations, 
lack of finances is often the reason a patient doesn’t receive the care it needs. Being able to shift the focus of a con-
versation from supportive care to a treatment plan that helps the pet get better keeps clients and team members
positive. And financing options help give team members the confidence they need in conversations about cost.
1
Pet - Lifetime of Care Study, August 2021, petlifetimeofcare.com.

www.petlifetimeofcare.com


Check them out on their new show, Real Talk on Vet 
Candy. Who was their first special guest? Bizzy! She 
spills the tea on how to deal with awkward cost 
conversations with your client.

Bizzy is the passionate and curious clinic cat who’s 
helping CareCredit inspire, support and empower 
busy vet teams! She’s got nine lives to make it 
happen!‘ 6Vet Candy • Special Edition 2024 |

Dr. Jess said.

http://www.petlifetimeofcare.com


Dr. Jen and Dr. Jess have figured out that pet 
care and people pampering go great together. 
And these aren’t the only things that are better 
together at Vetique—or your practice either. 
Check out Bizzy’s favorite pairings that make 
veterinary visits a breeze for pet parents and 
veterinary teams alike. (Who’s Bizzy? See page 
2 to find out.) 
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*

**

*Does not include health insurance, wellness plans, spaying/neutering, technology purchases or initial costs. Low end of range does not include other non-basic expenses.
**Includes initial costs, spaying/neutering, technology costs, and end-of-life expense (high). Low end of range
does not include health insurance, wellness plans, or other non-basic expenses. Amounts have been rounded.
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Recognize that an invoice of just $250  
or less may cause anxiety.

The study also asked pet owners about their level  
of stress related to unexpected pet care expenses, 
along with the amount of the veterinary bill that 
caused that anxiety about how they will pay. One in four 
respondents said they were stressed out by a bill of $250
or less, which many veterinarians may find surprising.   

Regardless of the price point, present a treatment 
plan with options for care along with associated costs. 
Whatever you do, make sure they’re not hearing the 

it’s just $100 or so. 

options you provide to help manage cost.

-
fore a pet owner is in crisis. Things like pet insurance and 

peace of mind and help pet owners budget for care. 
In fact, 53% of pet owners said they would use a credit 
card dedicated to pet care, even though the vast majori-
ty—86%—did not have a health-related credit card.1

Out-of-pocket costs totaling in the tens of thousands. 

All of these set the stage for you to present your clients 

with budget-friendly solutions to pay for veterinary care 
throughout their pet’s life.

your clients to pay for everything from annual exams to 
diagnostics, dental care to parasite control, special diets 
to emergency care—and the list goes on.*** They can 
use it again and again with no need to reapply. 

Pets Best Pet Health Insurance, another Synchrony 
solution, is a top-rated insurance brand that allows your 

their life and budget. The claims process is simple and 
straightforward, and veterinary advice is available 
24/7 if your clients ever need some extra help.

With CareCredit and Pets Best, your clients can have 
peace of mind about managing pet care costs from day 
one—and every day after that. In fact, these tools may 
help them avoid financial stress. The result? Relaxed 
clients, healthy patients, and a veterinary team that feels 
great about the care they provide.
It's easy to get started. Just call 844-812-8111 and 
mention code VCAND0124VA or go to 
carecredit.com/vetenroll.
Already enrolled? Visit carecredit.com/mycustomlink
to download your practice’s custom link experience.

Visit www.petsbest.com/vets to discover how 

Check out petlifetimeofcare.com for more on the 
Synchrony Lifetime of Care Study.

2

4

3

¹ Pet - Lifetime of Care Study, August 2021, petlifetimeofcare.com.

 ***Subject to credit approval. See carecredit.com for details.

Pet insurance coverage offered and administered by Pets Best Insurance Services, LLC is underwritten by 
American Pet Insurance Company, a New York insurance company headquartered at 6100 4th Ave. S. Suite 
200 Seattle, WA 98108, or Independence American Insurance Company, a Delaware insurance company located at 
11333 N. Scottsdale Rd, Ste. 160, Scottsdale, AZ 85254. Pets Best Insurance Services, LLC (CA agency #0F37530) is a 
licensed insurance agency located at 10840 Ballantyne Commons Parkway, Charlotte, NC 28277. Each insurer has sole 
financial responsibility for its own products. Please refer to your declarations page to determine the underwriter for
your policy. Terms and conditions apply. See your policy for details.

https://www.petsbest.com/vets
http://www.petlifetimeofcare.com
carecredit.com
https://www.carecredit.com/mycustomlink
https://www.carecredit.com/vetenroll
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• 1 out of 3 pet owners will face a pet expense that
causes financial worry.
• 1 out of 4 pet owners is stressed by an unexpec-
ted expense of $250 or less.

And this strong foundation is vital, since the cost of 
excellent care that lasts throughout a pet’s life 
definitely adds up. According to the Pet Lifetime of 
Care Study:¹
• The lifetime cost of care for dogs ranges from
$19,893 to $55,132*
• One year’s worth of healthcare costs for dogs:
$534 to $1,285**
• The lifetime cost of care for cats ranges from
$15,055 to $45,790*
• One year’s worth of healthcare costs for cats:
$374 to $965**
While most pet owners are truly dedicated to their
pets’ health and well-being and want to share life
with them for as long as possible, these totals can
be eye-opening. Fortunately these costs don’t hit
all at once. When you have open and honest
conversations about cost at the first appointment
and each visit after, clients find they can walk the
lifetime care path with confidence. Think of it as
providing financial care for clients.

Easing the financial stress associated with the cost 
of pet care helps shift the focus of veterinary visits 
to the most important thing: the love between pet 
and human. After all, the Pet Lifetime of Care 
Study reveals that: 

• 7 out of 10 pet owners see their pet as a
member of the family.¹

Banish the billing blues 
“I love sticker shock and tears at the front desk”—said 
no veterinary professional ever. Just as bad is the r. Just as bad is the r
client who pays quietly, walks zombie-like out of the y, walks zombie-like out of the y
clinic, and then never returns. Unfortunately, both can y, both can y
happen. From the Pet Lifetime of Care Study,¹ we y,¹ we y
know that: 

Acknowledge the love 

Again, proactivity on your part can help prevent the 
pain for all concerned. The key is to not let the invoice 
total be a surprise when clients check out. This means 
weaving cost into the conversation when you present 
your medical recommendations, so clients know 
exactly where they stand financially in each scenario. 

But be aware: While some clients will let you know 
an expense is beyond their reach, giving you an 
opportunity to present less expensive alternatives 
or payment options, others won’t be so transpa-
rent. (After all, some individuals respond to stress 
not with “fight or flight” but “freeze,” which means 
they shut down and stop communicating.) So don’t 
assume lack of objection means a client is on 
board. 

Your best bet is Your best bet is Y to talk through care options
along with budget-friendly ways to pay. Knowing 
about a financing solution such as the CareCredit 
health and pet care credit card, which enables 
clients to spread out the cost of care over time, 
can help them say yes to your full treatment plan
—without the angst.

Build a lifelong connection

As your clients become more comfortable with 
cost conversations at each visit, their trust in you is 
strengthened and they become empowered to 
make the best decisions for their pets. Together Together T
you build on this foundation to create a lifetime of 
care that helps keep each pet in tiptop shape. 

Vet Candy • Special Edition 2024 | 11

As a steward of this special relationship, you become 
a trusted partner who wants the best for your clients 
and their pets—whether that’s providing treatment
options, offering payment solutions, or simply 
lending a listening ear. Once clients discover they 
don’t have to stress out over unexpected costs, they 
realize they’re equipped to decide their best care 
option at each step of the journey. 

For more insights from the Pet Lifetime of Care 
Study, visit petlifetimeofcare.com. 

1Pet - Lifetime of Care Study, August 2021, petlifetimeofcare.com.

*Includes initial costs, spaying/neutering, technology costs, and end-of-life expense
(high). Low end of range does not include health insurance, wellness plans, or other non-
basic expenses. Amounts have been rounded.

**Does not include health insurance, wellness plans, spaying/neutering, technology 
purchases or initial costs. Low end of range does not include other non-basic expenses.

http://www.petlifetimeofcare.com
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Bizzy is all about easy cost convos! This feline influencer and vet team 
champion has seen for herself how cost stress can affect everyone. 
(Check out page 2 to find out more about Bizzy.) To help put some chill 
into the financial relationship, Bizzy has these tips: 

1. Make your custom QR code “speak” for you!

Clients want to know that you understand their financial concerns, 
and introducing them to financing options early on is a great way 
to address potential worries up front. With a c t m that lets  
them learn about CareCredit, they’ll “hear” how you help make care 
accessible—without you saying a word! 

2. Proactive communication eases conversation.

When pet parents are financially prepared for a lifetime of care, everyone 
can be less stressed about cost! Share about financing options in 
multiple ways to help them be ready: Text or email your custom link
while clients wait, add it to appointment reminders and your website, 
and place Bizzy QR stickers around the practice. 

3. Work on words that work!

Learning to speak “pet owner” helps clients understand how wellness 
care keeps their pets in tiptop shape. Get more fluent by visiting 
avma.org/languageofcare. 

Bizzy’s got your back in cost conversations 

Clients want“
to know that you

understand their

financial concerns

”

http://www.carecredit.com/mycustomlink
http://www.carecredit.com/mycustomlink
http://www.avma.org/languageofcare
petlifetimeofcare.com


According to the Synchrony Lifetime of Care Study,  seven out of ten pet parents consider their pets as members 
of the family, yet nearly half underestimated the lifetime cost of care. 
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**

*Includes initial costs, spaying/neutering, technology costs, and end-of-life expense (high). Low end of range
does not include health insurance, wellness plans, or other non-basic expenses. Amounts have been rounded.



One-year cost of pet ownership
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**Does not include health insurance, wellness plans, spaying/neutering, technology purchases or initial costs. Low end of range does not include other non-basic expenses.

** **

© 2024 Synchrony Bank
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A nationwide study, Language That Works:
Changing the Way We Talk About Veterinary Care, 
shows that a fundamental shift in the way veterinary 
teams communicate can signi�cantly in�uence pet 
owner perceptions about the value and importance 
of regular veterinary care. Study results are now 
available in a new ebook, the �rst in an AVMA 
library of Language of Veterinary Care resources, 
made possible in part by educational funding from 
CareCredit and Pets Best Pet Health Insurance.

What pet owners want to hear
The study revealed pet owners may say they rely 
on veterinary medicine to keep up with their pet’s 
care, but they also admit they don’t always bring 
their pets in for regular checkups.

When asked what they value from their 
veterinarian, three main things topped the list:

• Expertise
• A strong relationship
• Personalized recommendations

Of anything a veterinarian could o�er, 
personalized recommendations stood out as 
the most valuable to pet owners. This quality 
di�erentiates vets from sources that provide 
generic support. Pet owners also say that when 
their veterinarian �rst takes the time to get to know 
them and their pet, it makes recommendations 
seem more personal and credible.

Learning how to speak 
“pet owner” enhances
the value of regular care
According to a language-focused research study spearheaded by
the AVMA, what you say to your clients—right down to specific words
and phrases—matters. A lot.

‘‘
Which word 
works best?

41% of pet owners chose 
“checkups” as the 

best way to talk about 
wellness visits.1

Checkups

Wellness visits

Visits

Appointments

41%
31%
24%

4%

Start with language that’s reassuring
Pet owners know that preventive care is good for 
their pets’ long-term health but they don’t want to 
be told it’s their responsibility. (This kind of talk just 
makes them feel criticized.) They prefer to focus 
on the relationship they have with their pets.
A good place to start is to simply tell them that 
regular checkups are a great way for you to learn 
more about them and their pet. Routine exams can 
also help identify (even avoid) problems early. And, 
according to the study, this is the time to assure 
your clients they can always turn to you and your 
team for recommendations tailored to their pet.

Talk about the elephant in the room 
What’s the �rst thing pet owners associate with 
veterinary care? The answer is “money.”  The research 
revealed pet owners typically don’t budget for 

Vet Candy • Special Edition 2024 |  15
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veterinary care and may not be aware of payment 
options. They also appreciate it when their 
veterinarian shows empathy about the cost of care 
and provides options to help them pay. It makes 
them feel like the vet is on their side.

Mention solutions that can help
If clients have concerns about cost, one way 
to respond is to tell them you have options to 
help make payment easier for the care you’re 
recommending. 

One leading option is the CareCredit credit card, 
a flexible financing solution that’s accepted at 
more than 25,000 veterinary locations. With 
CareCredit, clients have a way to fit pet care into 
their budget and pay over time.*

CareCredit can also be used with Pets Best Pet 
Health Insurance to help clients be financially 
prepared for the care you recommend at every 
stage of a pet’s life.

1Language That Works: Changing The Way We Talk About Veterinary Care, AVMA. 
Made possible in part by educational funding from partners CareCredit & Pets Best.
*Subject to credit approval. See carecredit.com for details.

Pet insurance is administered by Pets Best Insurance Services, LLC and is underwritten by American Pet Insurance 
Company, a New York insurance company headquartered at 6100 4th Ave. S. Suite 200 Seattle, WA 98108. Please 
see www.americanpetinsurance.com to review all available pet health insurance products underwritten by APIC.

‘‘
 

 

 

 

It's easy to get started. Just call 844-812-8111 and 
mention code VCAND0124VA.

Already enrolled? For more information about the 
Language of Care, visit avma.org/languageofcare.

For more details about CareCredit or Pets Best, visit 
carecredit.com/vetinsights.

 

Most valuable 
thing a vet offers?

More than half 
of respondents said  

“personalized 
    recommendations.” 1

Recommendations 

Advice

Guidance 

Answers

Insight

53% 
33% 
13% 
13%

7%

Special Advertising Section
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—and what to say instead 
Findings from the AVMA Language of 
Veterinary Care study can lead to happier, 
more effective conversations with clients—
especially when it comes to discussions about 
costs. 

Whether you think of yourself as a world-class client 
communicator or someone who speaks “dog” better 
than “human,” chances are you’ve had at least a few 
tricky discussions in the exam room or at the front 
desk with a pet owner who’s unhappy with your esti-
mated cost of care. Navigating conversations about 
cost can be especially challenging—after all, it’s one 
of the primary reasons pet owners avoid seeking 
veterinary care.¹

It turns out that some of the things doctors and team 
members say to try to show the value of their services 
can do more harm than good. The AVMA 
Language of Veterinary Care study uncovered 
the language that works best when encouraging 
pet owners to prioritize regular veterinary visits. 
The results might surprise you.¹ 

SAY WHAT?!! 
5 STATEMENTS THAT TRIGGER CLIENTS

Take a look at these five statements that often 
cause clients to feel defensive or frustrated. Have 
you used any of them? If so, it’s time to consider a 
more effective approach. 

TRIGGERING STATEMENT: Veterinary care is 
a responsibility that comes along with being a pet 
owner.

What clients think:    That tone is kind of judgy. I 
feel like I'm being scolded. 

Statements like this can make a pet owner feel 
judged, and no one likes to feel like they’re being 
reprimanded. Participants in the Language of 
Veterinary Care study responded much more 
warmly to a relational approach. Veterinarians who 
emphasize getting to know their clients and patients 
by way of regular visits are more likely to make a 
positive connection.

What to say instead: Regular checkups let us
build a strong relationship with you and your pet.

Vet Candy • Special Edition 2024 | 17
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What clients think:

TRIGGERING STATEMENT:

TRIGGERING STATEMENT:

What to say instead:

TRIGGERING STATEMENT:

TRIGGERING STATEMENT:

Vet Candy • Special Edition 2024 | 18
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At its most fundamental level, effective communica-
tion is about  rather than value. And the 
best relationships are highly personal. Help your 
clients recognize you’re learning more about them 
and their pet with every visit so you can provide 
personalized recommendations—and you’ll work 
with them to get their pet the care it needs. Try out a 
few of these communication shifts during your next 
appointment. You might find yourself speaking 
“human” better than ever! 

TRIGGERING TRUST

Reference 

¹Language That Works: Changing The Way We Talk 
About Veterinary Care, AVMA. Made possible in part by 
educational funding from partners CareCredit & Pets 
Best. 

Learn more about the Language of Care study at 
avma.org/languageofcare. Vet Candy • Special Edition 2024 | 19
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(So, just who is Bizzy exactly? See Page 2 to find out.)
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Vetique has a Hotel Collection scent diffuser (the clinic smells just like the 1 Hotel in Miami 
Beach!). The diffuser emits crisp, woodsy notes in the sophisticated "My Way" scent. 

It’s infused with an exquisite combination of Tuscan leather, lush sandalwood and oud 
wood.  The My Way reed diffuser adds a breath of luxury and opulence to the space! 
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What could be friendlier than giving your clients a contactless, all-in-one digital 
way to learn about financing, see if they prequalify (no impact to their credit 
score), apply and pay. All on their own. That’s how simple payment can be when 
you accept the CareCredit credit card.

It's easy to get started. Just call 844-812-8111 and mention code VCAND0124VA.

The budget-friendly solution for 
veterinary care is friendlier than ever.

Learn more at carecredit.com/mycustomlink.

https://www.carecredit.com/mycustomlink



