Staff Training Questionnaire: Front-Office/Client Services
Often clients feel more at ease seeking clarification from nonmedical staff when questions arise, when an itemized statement/estimate of care is presented, or when signing a consent form. Staff in positions of client service should be able to answer the following questions intelligently and in nontechnical terms that will aid in client understanding, further the client-hospital relationship, and support recommendations made by the doctor and medical support staff. These questions are stated from the client’s point of view and can be used to gauge staff knowledge and understanding, to prompt a verbal discussion, and/or to role play.  

1. Why is blood work necessary before surgery?

2. Will my pet be in pain at any time during surgery?

3. I see a charge here for an IV catheter. What was that for?

4. What is electronic monitoring?

5. My dog is so old that I am worried about him/her having anesthesia. Is it really safe?

6. Not feeding him/her is going to be difficult. Is doing that really important? What about water?

7. Will someone be watching him/her the entire time?

8. After the surgery, what should I expect when I pick him/her up?

