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Telehealth Sessions

This Session Afternoon with Dr. Aaron Smiley
Telehealth Models In the Trenches Experience
Understanding the Rules Use Cases

Early Lessons Learned Case Studies from 1000+ Consults



Breaking Down Telehealth

Unpacking Modern Client Relationships
Why Now?

What Models of Telehealth Exist?

How Can You Monetize It

Lessons Learned



On a scale from 1-7, how
strong is your relationship
with your clients?

Audience Poll



What makes your relationship
with your client's strong?



Importance of Seeing the Same Veterinarian

1% ccanniid

Very or Somewhat Important

Source: Ontario Veterinary Medical Association



What if your relationship with
your client's wasn't as deep
or resilient as you thought?



How many of you have
messaged a friend or
family member about

their pet recently?



In the last month?



In the last week?



Today?!?



We are all a veterinarian
to someone else



A vicious unsustainable cycle

Clients want help

The existing vet

No one is ha isn't a suitable
PPy option

Cost, Accessibility, Etc

You get stressed,
angry, frustrated They message you



What % of owners research care before vet visit?

90%

40%

60%

“Old School” Owners “New School” Owners

Average Owners

Source: Merck, Pet Owner Pathways



0.009%

Amount of time pet owners spend at the veterinary clinic per year




How often do you think people
want to be contacted when
their pet is in the hospital?



Owners were then asked their preference regarding frequency
and modality of updates if they had a pet that required a
hospital stay of at least 24hr at some point in the future

Medical Updates and Appointment Confirmations: Pet Owners' Perceptions of Current Practices
and Preferences

40%

30% |

20% |
N .
0% - - I

Hourly Every 2 -3 Hours Every 4-6 Hours Every 8 Hours Every 12 Hours Every 24 Hours



It's not just about the # of
touch points, but the



Are we speaking the same language?

Different perspectives on what preventative care is

Veterinarian Pet Owner
e Vaccines e Diet
e Parasite Preventative e Exercise
e Spay/Neuter e Care
e Play

Source: Banfield State of Health Report 2015






Veterinary “Broken Telephone”

The costs of the dental were higher than expected as 3 of the
teeth needed to be extracted. This required additional staff You to Client
support & anesthesia time....

He needed more teeth out so it cost
twice as much as they told me when | Client to Spouse
dropped him off

That hospital
overcharges on a dental Spouse to Friend
cleaning



Spectrum of Telehealth

Veterinary Innovation Council

E Email Phone Call Live Video

Text Messaging Live Chat



already doing this



Do you offer diagnosis and or treatment
recommendations to clients after collecting historical
or clinical data via digital communications

91% 49%

No Yes

Source: VIN



For which type of problems do
you offer these consultations?

78% 22%

Rechecks or Diagnosis or
reassessment of management of a new
previously diagnosed problem
issue

Source: VIN



719% 500

| don't charge for such consultations

ource:



Telehealth Models & Rules



AVMA Telehealth Model

There are several models currently
available

Non-Client
NO VCPR

&
LI 7 A Telesupervision Within the VCPR - TelemediCine (+/-

VETERINARIAN prescriptionS)

Outside the VCPR - Triage & Advice

Pharmacy,
Medicated
Feed

It's messy

Distributor

/ \I The VCPR varies State to State
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Unpacking the i
Veterinary-Client-Patient-Relationship /

Each state is different

Person vs Practice
The VCPR is with you, not the practice

Time Constraints

How long since past visit?

Condition Constraints

VCPR for all situations?

Physical vs Virtual



Telehealth Providers
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TeleVet aSk.vet LIVE DVM
Petzam GuardianVets @ VetNOW a%\g?et & 2nipanion
; : ets
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Most states and the Principles
of Veterinary Medical Ethics of

the American Veterinary Medical
Association (AVMA)



American Association of Veterinary State Boards

A recent examination of the
animal or group of animals,
either physically or



We make decisions
in the absence of
information every day



Ohio Position Statement

January 2019

The veterinarian is readily available for
follow-up evaluation, or had arranged for
emergency coverage, in the event the
patient suffers adverse reactions to the
treatment regimen or the treatment
regimen fails.




Ohio Position Statement

January 2019

The veterinarian has sufficient knowledge of the
patient to initiate at least a general or preliminary
diagnosis of the medical condition of the patient. In
order to demonstrate that the veterinarian has
sufficient knowledge, the

and also shall be acquainted
personally

or by making

medically appropriate timely visits to the premises
where the patient is kept.




Ohio Position Statement

January 2019

A veterinarian assumes responsibility for
making clinical judgment regarding the health
of a patient and the need for medical
treatment, medical services or both for the
patient, and the client has agreed to follow the
veterinarians’ instructions regarding the
patient.




Models of Telehealth

Software as a Service Virtual On-Demand




FL. S
TeleVet

Software as a Service

Overview




FL. S
TeleVet

Software as a Service

Advantages & Disadvantages

58 medici

24/7 PET CARE, FROM ANYWHERE!




Female

s wsis

Active Consultations

Inside

Rash on belly

Terry Fossum
Veterinarian

Pepper's Veterinarian

Downtown Animal Hospital $55.00

Responsive Hours.
Maon - Fri: 8am - 9pm Sat - Sun: 12pm - 5pm

Televet

Consultation

Downtown Animal Haspital

Rash on belly
Found a rash last night

Created 11/111/2018, 1218 pm

Opened 11/11/2019, 12:19 pm

ASSIGNED TO:
Terry Fossum
Veterinarian

Last Message:
hello

RESOLVED

Jack Smith - 7
Edit Profil
pricei@aeroVision.io diily

Push Notifications

Payment Methods

Sawved payment methods

) encing in 5454
ending in 1111

My Pets

ORO

Pepper Bella Burny

&t




Virtual On-Demand

Overview

© GuardianVets ask vet

fuzzy 0 GoFetch Health




Virtual On-Demand

Advantages & Disadvantages

© GuardianVets ask vet

fuzzy 0 GoFetch Health




Zocdoc

stomach pain / ulcer 02118

stomoch pain / ulcer v Any gender Female Male

Ti
0 In-Network N:r 7

SPONSORED RESULT [
Dr. Ann Shaw, MD
Primary Care Doctor
% %k

~She was very gracious, easy to talk to, efficlent,
and I felt confident with her...”

8:45 am

9:30 am

101 Main Street, Medford, MA 02155
within 2 miles

Dr. Charlie Drew, MD
‘ Primary Care Doctor

*hkkhtk
. .&‘ “The doctor himself 15 pretty nice and knows
- what he is doing.”

2:00pm

Bgo Harrison Avenue, Boston, MA o218
within .5 miles

aetna

Any day Today Next 3 days

Wed
MNov 8

8:45am

10:15 om

1:00 prn

900 am

12:30 pm

1:45pm

Aetna-ElectCh =

List you

More W

default order

8:450m

10:30 am

10:00 arm

>

Enabling Trust

< Tue. Nov 7

& in-Notwork 3€tna

B8:45 am 930 am 8:45pm

Dr. Charfie Draw, MD
f | Primory Cora Docter
LT ddedrdk
: 8 .
1

10:15 am

Zoc Doc

* The ability to get you the best doctor possible at
the right time

* Network of providers each with profiles, ratings,
reviews, etc

« Search by symptom, rating, geography, availability,
coverage

e Focused on the individual
e Transparent ratings, availability, etc
e Valued at over $S1B and have millions of patients

_ - using platform



Enabling Trust

Uber

* Rider and drive profiles

T8 AM

- 260 Drumes 5t

Ll

_ e Badging systems based on past experiences
» Safety features and ride reviews

invincible (feat. Ida Hawhk)
Big Wild

e 24/7 support
e GPS tracking
e Reporting on rides

Economy

* Intermediary support for lost and found

D

Zinc Gym

REQUEST UBER)




Enabling Trust

-

..... 10:38 AM L

LN, Dog Walk with Cassandra s
Back snare

S DE ANZA

SUNRISE DR

Rover

» Network of over 65,000+ dog sitting and boarding
o P Sty sitters in over 10,000 cities

20 1.6mi/ 32min 9:41 AM 10:11 AM

Hi David, | just dropped Lola and lvy off back at your ° Daily access .to peoplels homes’ petS and Wa”etS

house. Those two have so much energy!

* Transparent profiles, updates, and walking routes

e e Raised over ST00M

1 year, 3 mo. old, 80 Ibs.

1 pee break
1 poop break
\ﬂ* 1 meal break

’” 1 water break




WhiskerDocs

Primarily scaled through partners & serves 3.5M pet owners

Study of First-Time Use Perception vs. Reality

0, 0,
83% 8% 83%

69%
26% 2T% 509%60%
44% 3%
31%
17% I I QI% 17% I
BH CV ED ER HC SV WC

® [naccurate W Accurate




A variety of business models are already
being used to drive digital care services

Subscription Care

Inclusion in wellness plans, etc

Employer Benefits

WhiskerDocs serves >1M+ pet owners through employer relationships

Incorporated in Pet Insurance

Most insurance lines include access to one or several lines

A la carte

Per use pricing

Freemium



Lessons From Early Adopters



Lessons Learned

Make the Invisible, Visible
Leverage Your

How To Work With Vendors



“l feel stuck. If clients
are already getting free

phone calls & emails,
7



Comparison

Wait on hold, less

Immediacy priority
Who They Speak To? Front Desk

Method of Communication Audio-Only

Follow-Up N/A

Dedicated time with medical team
Veterinarians & Veterinarian Nurses
Multi-Modal (Chat, Video, Photos,)

Supporting Documentation, Etc




10:23pm. B3
3 Ends in 13 days




Loom

* Free and easy to use software that
allows you to capture your screen,
annotate, and comment with video or
voice

* Can run off your existing browser, share
links to colleagues or clients

Loom | Free Screen & Video Recording L+ 0
oftware

oy Rymn Faiey
irepenimr 1, 326

......

* Use Cases: Communicating blood work
or other diagnostic findings, staff
training, etc




Finding Your Early Adopters



DONT UNDERSTAND THIS STUFF
CAN'T BE DONEnoT NECESSARY

WE DON'T DOIT THAT WAY
ALREADY OVERWHELMED

TRY CEWEE{WU N FF%WO R TZEQ[ES%)EIN}SW\A(NT T
LET'S TRY NEXT YEAR

OUR STAFE ISN'T TRAINED T0 DO THAT

THAT'S STUPID™ ™™
WE HAVE OLDER CLIENTS




Not all
customers
are equal

Innovators Early Early
2.5 % Adopters Majority
13.5% 34 %

Late
Majority
34 %

Laggards
16 %

100

75

50

25

9% =24eys 1a)ien



It is hard to get things perfect for all clients

m We use surveys to engage our clients after appointments 4 32 m We use focus groups andfor customer inteviews to fwa, 1.6 m We normally test a new change with a small group of our
and share this feedback with the team engage our clients clients before launching it to all our clients



Characteristics of an Early Adopter

They are excited about new things
They like to be included in the process
They care about your practice

They are ok with imperfect

They try lots of solutions




Ways to Engage Them

VIP or Members Program
Waiting List for New Services
Post-Appointment Surveys
Events

1 on 1 Interviews




Working With External Partners



When evaluating a potential
partner, what questions are
most important to ask/answer?



What To Evaluate

The Four Ts

Team Technology Traction Testimonials




Team

Who are the people that run the business?

Who will you be working with at each stage
of the partnership?

What is their experience?
What are their motivations?

How long have they been working on this
problem?




Technology

Do they have a demo or just screenshots?

Can you test the software before you
implement it?

Do they integrate with your practice
management system?

Do they do it? Will you be using another service?

How do they integrate?
Read (Batch), Read (Real-Time), Read/Write

How will they use my clients information?



Traction

Have they launched their product?
How do they measure success?
How do they intend to grow?

How are people using it?

How often are people using it?



Testimonials

Who is using their product?

What was required of the clinic to make this
work?

Can you speak to those practitioners?

Can you visit their hospital to see it in
action?




“Red Flags”

They can't explain how their product actually
works

You only get screenshots
They won't divulge any information

They are coy about their existing clinics and
partners




Tools to get s#*+! done



Visit vetstash.ca



Add a tool Our newsletter

Veterinary Tools & Tech

Find and rank the best tools to help your practice grow

The list

( diagnostics ) ( telehealth ) ( client communications ) ( genetics ) ( financial ) ( inventow) ( pharmaw)

Pet Coach
PetCoach is the leading source of online veterinanan advice. ®0
Vet2Pet

v

vetopet e For vets. By Vets.



We need to lower the barriers to accessing
support and drive more efficient,
profitable, & client-centered interactions

Free/low cost telehealth to compete with

Be as easy as Google, Answer my questions Dr.Google

Free up support resources to provide excellent

Outsource & Automate Admin Tasks client service (eg. automated scheduling,
reminders, etc)

Leverage Team Empower with tasks like history gathering, etc

Let Vets Be Vets Allow doctors to focus on the most critical tasks



Audience Q/A



Thank you!

Adam Little, DVM

Co-Founder, GoFetch Health & Professor of Practice,
College of Veterinary Medicine, Texas A&M
University

@ adam@futurepet.care

519-760-1580







