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When it comes to the health of our pets, the age-old saying "an ounce of prevention is worth
A pound of cure"  holds true. Taking preventive measures early on can save us from the
greater costs associated with treating advanced diseases or problems later. By promptly
identifying and addressing any developing issues, we increase the chances of a positive
outcome. Preventive healthcare for our pets involves A comprehensive approach, including
thorough veterinary evaluations to assess their overall health and risks. Based on these
findings, your veterinarian will provide recommendations regarding nutrition, dental care,
vaccinations, and prevention of heartworm, fleas, and ticks. Moreover, these
recommendations will be tailor-fit to your pet's specific health needs and risk factors.
The NewDay team has put in A lot of effort to develop pet health wellness plans that focus
on prevention and overall well-being. se the chances of early detection and successful
treatment of any underlying conditions.

A wellness plan gives pets all the primary and preventive care they need to live A happy and
healthy life. Pet parents will be able to keep up with their vaccine schedules and yearly
exams, as well as their pets general wellness (healthy coat, vision, dental care). 

                   Wellness Experts: A NEW Day At NewDay!
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It is important for pet parents to understand the commitment involved in these deferred
payment plans. Upgrading the plan is possible at any time during the year, which allows
flexibility for the pet parents. However, downgrading or canceling the plan is only possible
at the end of the first contractual year. If pet parents need to cancel before that time, they
would be responsible for either the retail value of the already received services or the
remaining balance on the plan. This policy ensures transparency and helps manage the
financial obligations related to the wellness plans.



What can you expect in NewDay's new wellness plans?

NewDay constantly strives to improve our wellness-based service options to provide the
best care for pets. In line with this, we have expanded our vaccination coverage to ensure
that our furry friends are protected against a broader range of diseases.

Furthermore, we now offer recheck skin and ear cytological examinations as part of our
comprehensive diagnostic services. These examinations help us monitor and evaluate any
changes allowing for early detection and effective treatment of any underlying
conditions.

To provide A more thorough assessment of the pet's overall health, we have also
introduced comprehensive bloodwork panels. These panels include a wide range of tests
that provide valuable insights into organ function, blood cell counts, and overall well-
being.

In order to cater to the unique needs of pets at different stages of life, we have
implemented an age/stage-based approach to our wellness plans. This tailored approach
ensures that your pet receives the specific care and preventive measures required for their
current life stage, promoting long-term health and well-being.

We are committed to continuously improving our services and offering comprehensive
care options that address all aspects of your pet's health and wellness.



To improve plan profitability and focus on service-based
components, we have identified a few strategies to implement:

1. Service-based components: We will shift the focus of our plans towards services such as
preventive care, vaccinations, comprehensive diagnostics, and in-depth physical exams.
These plan will have higher profit margins compared to plans that include surgical and
dental procedures. By removing surgical procedures we can reduce mid-plan attrition or
non payment and ensure all of our clinics can provide these services, this enhance
wellness plan profitability.

2. Value-added services: By providing A monthly newsletter with DVM-written education,
you are offering valuable insights and knowledge to pet parents, helping them better
understand their pets' health needs and how to provide optimal care. This not only
promotes A stronger bond between pet parents and your clinic but also positions your
clinic as a trusted source of information. The combination of educational content and
preventative wellness services provided in our wellness plans will undoubtedly enhance
the appeal and the trust of pet parents and contribute to the profitability of our plans.
Keep up the excellent work in delivering excellent education and preventative wellness
services to your highly engaged pet parents!

By focusing on wellness-based components, creating separate packages for surgical and
dental procedures, offering plan member discounts, and providing value-added services,
we aim to improve plan profitability while still providing comprehensive care options for
our patients.

                                    New Plans VS Old Plans



What is the benefit of offering a paid in full discount?
   
Improved client retention: Offering a paid in full discount can encourage clients to commit
to A longer-term relationship with your business. By paying for services or products
upfront, they are more likely to continue using your services and remain loyal customers.
    
Reduced administrative work: With upfront payment, there is no need to manage ongoing
billing or follow up on outstanding payments. This saves time and resources that can be
allocated to other important tasks.
   
Enhanced customer satisfaction: Providing A paid in full discount can be seen as A gesture
of appreciation towards your customers. It can make them feel valued and rewarded for
their commitment. This positive experience can lead to higher customer satisfaction and
loyalty.

Lower risk of non-payment: With upfront payment, the risk of non-payment or late
payments is significantly reduced. This provides more financial security for your business
and minimizes collection efforts or potential losses.

Competitive advantage: Offering A paid-in-full discount can differentiate your business
from competitors who may not provide this option. It can attract customers who value
upfront savings and contribute to your overall market position.



How do our teams enroll new customers in the new plans?
   
Enrolling new customer in the new wellness plans requires effective communication and
showcasing the unique benefits of our plans. Here are A few steps to help you sell the new
wellness plans:

1. Understand your customers: Before approaching the pet parent, it's essential to
understand their needs and preferences. Research their pets medical history and gather
insights into their pet care habits and concerns.

2. Highlight the unique features: Clearly communicate the distinctive aspects of our  
wellness plans that sets it apart from others in the market. This could include
comprehensive coverage, access to specific services or treatments, flexible payment
options, or additional perks like camp and care.

3. Emphasize cost savings: Show customers how our wellness plans offers cost savings
compared to traditional pay-as-you-go veterinary services. Break down the potential
expenses they would incur for routine check-ups, vaccinations, preventive treatments, and
compare it with the cost of your plan. This can help customers see the value and long-term
savings your plan provides.

4. Provide educational resources: Educate customers about the importance of preventive
care and how our wellness plans specifically addresses those needs. Offer educational
materials such as brochures, website content, or videos that explain the benefits of regular
check-ups, dental care, parasite prevention, and other preventive measures.

5. Offer customization and flexibility: Present your pet wellness plan as flexible and
customizable to meet individual pet's needs. Some customers may prefer a basic plan,
while others may want more comprehensive coverage. Tailor your plan options and allow
customers to choose the level of coverage that suits their requirements and budget.

6. Provide testimonials and case studies: Share success stories and testimonials from
existing customers who have benefited from your pet wellness plan. Hearing positive
experiences from others can build trust and credibility and increase the likelihood of new
customers opting for your plan.



7. Provide exceptional customer service: Ensure that your customer service is top-notch. Be
responsive, friendly, and knowledgeable when addressing customer inquiries or concerns.
Going above and beyond to provide a positive experience will build trust and increase
customer satisfaction.

Remember, effective selling involves understanding your customers' needs, demonstrating
value, and building trust. By following these steps, you can effectively sell your different
pet wellness plan to customers.



   How do our teams retain current wellness plan customers? 

Communication is key: Clearly communicate the changes oto he wellness plans in
advance. By scheduling pet parents to come in for an appointment with the DVM you can
discuss the changes to the current plans in person and how they will affect the pet parent.
Since our new plans are based around preventative care, it is important for the pet parent
to discuss any health concerns with veterinarian, the veterinarian and support staff can
then highlight how the changes align with the pet's needs and address any concerns the
pet parent might have.

 Provide information on the flexibility and customization: At NewDay we recognize that
every pet is unique, and their wellness needs may vary. Offer flexible upgrade options
within the plans, allows veterinarians to  tailor the plan to the pets specific requirements.
This ensures that the pet parent feels heard and valued, increasing their commitment to
NewDay and their pets wellbeing.

 Continuously improve and innovate: At NewDay we Stay updated on the latest industry
standards, and regularly evaluate and enhance the standard of care at all NewDay
locations, the New wellness plans are a byproduct of NewDay's mission to provide
excellent care to pets and people. At NewDay we are committed to providing  the best
possible care for pets.

 Exceptional customer service: Providing exceptional customer service at every
touchpoint. Being responsive to inquiries, address concerns promptly, and go above and
beyond to make your customers feel appreciated. Building strong teams, relationships, and
trust is essential for customer retention.

 Remember, retaining customers is not only about making the transition smooth but also
about delivering ongoing value and building lasting relationships. By implementing these
strategies, you can increase customer satisfaction, loyalty, and long-term commitment to
you NewDay and wellness plans.





Command Center: Wellness Plan Management
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The Command Center is the first line of defense when it comes to managing your
wellness plans. The Command Center is the black bar located under the menu bar.

If there are not any actions to be taken you will see A green "All Is Good" in the
command center. When there are actions that need to be taken, the command
center will highlights them by listing the issue in the summary line. You can simply
click on the summary item, this will expand the control center allowing you to
correct the issue.

The following are the key command center categories, that may appear in the
summary bar, and why they are important to address. 



Payment Issues - At Practice Level Only Payment issue. 

Definition: The payment issue has been turned over to the practice to manage. VCP
has already followed their initial collection where they were unable to collect
payment. 

Action: Reach out to the customer to collect payment and reinstate the plan.

Why: To collect the practice’s money. Note: If nothing is done, the plan will auto-
cancel after 90 Days. Payment issues assigned back to the practice should be
reviewed on A regular basis. Often, the issue is simply an expired card and the call
center has not been able to reach the pet owner, or the pet owner would rather talk
to someone they know at the practice. 

Expiring Card 

What: This means A card IS expiring this month.

Action: Reach out to customer and update payment information either directly from
the customer or by prompting them to use the VCP where they can enter their own
information through a secure portal.

Why: If the payment method is updated you can avoid A potential missed payment
and/or the plan not renewing. These issues are for a card that has not yet expired
and should be addressed. Failing to correct the issue will lead to A missed payment
either in the current month or the following month, depending on payment and
renewal dates, and again resulting in a payment or renewal issue.



Auto-Cancels 

What: After 90 days from the beginning of A rejected payment, the system will auto-
cancel the plan if action isn’t taken and documented in the system. If no action is
taken, the plan will auto-cancel in 30 days. This means that no action by the
practice has been taken, or has not been documented with A memo in the system, in
the last 60 days.

Actions: Attempts to reach this customers should be made weekly in the first 30 days,
followed by monthly attempt after. 

 Why: A customer who misses two payments and has A $25.00 late fee, is very
unlikely the to settle the account where the VM can reinstate the plan.

You can see this account has not made A payment since March 16th 2023, this
customer currently owes four monthly payments and the $25 late fee bringing the
total amount due to $233.00. 

Note: This plan did not auto-cancel because there was activity on the account. The
VCP Auto-cancel system ONLY works if there is NO activity on the account.



If you are unsure of the payments that were made or dates you can use the
Statements/payments link above Make Payment, using this will allow you a clear
picture on what payments were and were not made.

New App 
What: New application created in the last 3 months and has not been completed or
canceled. 

Action: Should this be completed or canceled?

Why: It is A good practice to follow up with pet owners that started applications as
they might want to still sign up. Additionally, you might find plans that have not been
Completed, which means that they are not billing. The new application warning
means an application has not been completed. This might be fine, as the client
wanted to take the application home and discuss it. However, we provide this
warning to remind busy team members not to forget to complete the application.
Automated billing will NOT start without A completed application. It is also a good
practice to follow-up with pet owners to find out if they are still interested in the
plans and if not, cancel plans that are not going to be completed.



Consumption Issue 

What: Consumption errors that are open (not dismissed, consumed). 

Action: Practice needs to correct the issue. 

Why: To ensure proper revenue recognition, consumption, production pay, accurate
cancelation logic, and service consumption history on the pet owner portal. It is
important to update any consumption errors to ensure that the information about
services used and available is current. This will ensure that the travel sheets are
updated and the information your client sees on their portal is current. Also, if
production pay is applied, errors need to be rectified to make sure production pay
reports and amounts are correct. 

Self-Signup 
New pre-enrollment self-signup application is not complete.

 Action: Review, and if the plan was supposed to have been completed, then do so.
Otherwise, call the client to set up an appointment 

Why: You should follow up with pet owners that have expressed an interest in your
plans and note that plans in this state are NOT billing. This alert is for enrollments
done online during pre-enrollment. The pre-enrollment process requires you to reach
out and set up a wellness visit, then the client to comes in and the enrollment is
completed and funds collected for enrollment and the first month’s payment. An
incomplete message means the client did not fill out all the pre-enrollment
information and you should reach out as well. Applications that are not moving
forward to live plans should be cancelled.

Renewal Issues Active Plan 

What: A plan is active and will not renew due to outstanding issues with the account.
Billing Status is Ongoing, Paid-off or Suspended. 

Action: Address issue or dismiss action queue item. 

Why: You want to renew as many members as possible, so rectifying renewal-
blocking issues is key. If A plan is set to auto renew and has an issue at the time of
renewal, it will not renew. Issues need to be addressed before the renewal date and,
depending on timing, may need A user to renew the plan manually as the cut-off
date has passed. If a plan does not renew and expires, the system will charge A new
origination fee.



The Activity Report has been updated to provide more details on what is going on
with your wellness plans and is available in A quick summary overview and A
detailed report. These reports are meant to be used as tools to help you quickly see
wellness plan activity and to see services used and the value of those services.
Understanding the number of expired services is also important, as too many expired
services means your clients are not using all that is offered in the plans and may not
recognize the full value, potentially leading to lower renewal rates. 

Summary Report:

This report provides an overview of new plan enrollments, cancelled plans, number
of plans that were up for renewal and number of plans that did renew over the
period requested. The report also provides an overview of the services performed
and the value of those services. It will also show you the number of services that
expired during the time period (unused services on plans that expired).

Reporting: Understanding Where to Find Reports &     

How They Can Drive Successful Plans
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New Enrollments During 
Time Period.

Number of Plans that 
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Number of Plans up
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Time Period

Actual number of
Plans that renew

During Time Period



Detail Report: 

This version of the report provides the details behind the summary report, providing
A view of all plans signed up during the period requested, along with the payment
amount (monthly payment or paid in full). This report also shows the individual who
completed the enrollment.

The Services area provides A list of all services provided along with any services that
may have expired on plans that matured during the time period. The expired plan
price may show as A negative IF the service had been listed as expired during the
period, but then the service was unexpired by A Super Admin user and then
consumed.



The Cancellation Report has been updated to provide more details on what is going
on with your canceled wellness plans and is available in A quick summary overview
and A detailed report. This report is meant to give you important information about
the health of your wellness plans, by allowing you detailed information on when and
why plans are being canceled. Utilize the data provided in this report create an
action plan to help combat cancellations.

Summary Report:

This report provides an overview of the type of plan canceled, A time frame of when
the plan cancelled, and the total number of plans cancelled. 

Detail Report: 

This version of the report provides the details behind the summary report, providing
A view of all plans cancelled during the period requested, along with the payment
amount (monthly payment or paid in full), the reason the plan was cancelled, total
cash collected for the lifetime of the plan, and the contract amount. 



Portfolio Report: 

The portfolio report provides the most up to date view on current plans at A location.
The portfolio report can run for A complete list of Active plans, cancelled plans, and
expired plans. 

Note: 

Always run this report so you can export it to excel.

Once you have run your report and opened it in excel you will see there is tons of
data, depending on what you need you can remove a lot of the excess data. I
generally remove the client ID, the pet ID, plan ID, optional services, and sub status. 



Portfolio Report Explained

If you run an "Active" portfolio report you will potentially find four types of plans.

Active - New 

Active - Ongoing

Active - Paid Off

Active - Suspended

This indicators will be located in plan status and billing status. 

Plan status - Because you have run an "Active" portfolio report all the plans will have
the "Active Plan Status" See column H bellow. Active indicates that the plan is
currently active, it has not been cancelled and it has not expired.

Billing status - The billing status indicates where the plan is at in the billing lifecycle,
meaning the plans could be New, On-going, Paid off, or Suspended.

New Plans - New plans can indicate two things, this is a new client with A
completely new plan OR it can indicate that the plan is a recent renewal. In order to
decipher A new plan versus A renewal, you can check column M  ITD. 

  



Payment Issues List 

Located under the Operations tab, you have two different options. YOUR payment
options and Current Payment Cases. 

YOUR Payment Issues

These are payment issues that have already been through VCP's collections process
and have now been sent to the clinic for the clinic to collect. The VCP collections
process begins after the first missed payment on the 15th and ends on or around the
22nd of the month.  

Before A plan is transferred to the clinic as "YOUR Payment Issue" there is A $25 late
fee, this fee can potentially be avoided IF you SUSPEND the plan before the 20th of
the month. 

Suspending the plan will prompt VCP to cease all collections activities. By doing so,
they will assume that you are taking responsibility for handling collections moving
forward.



Plans Up For Renewal & Plans Up For Auto-Renewal

Plans up for Auto Renewal

This is A list of plans that are just that, plans that have been set to auto-renew. This is
 located under the operations tab.

Plans Up For Renewal

Located under the operations tab as well, this list gives you more options to sort
through plans that are up for renewal. You can run A report for months out, it is
recommended to run this report for three months out. Doing this gives you the ability
to reach out to the pet parent to schedule A visit discuss the current plan and any
changes.

The renewal list is an excellent tool to use to fill any gaps in the schedule, this can
help increase clinic volume.



Expiring Credit Cards

The expiring credit cards report is located under the reports tab, this report too can
be run for any time frame.

Once you have exported the report you can see all of the plans that are up for
renewal, including if the plan is scheduled to auto renew or not. In addition, this
report provides the contact number for the pet parent as well making it easy to
reach out to them.



Performance Extract Report

The performance extract report is located on the reseller level, and has A few
different options to run the report.



Once you have run the report you will see data for all NewDay locations and A
secondary list of employee plans.

Here you can see the two, say well as the beginning of the period plans.

You can see in the second example there is much data in this report.

New Plans Canceled Plans Expired Plans

The performance extract report is where you can find your NET PLANS.



Payments Reports

The payments report located under the reports tab, will show you all the payments
processed within the time frame. This report will include the location, the plan information,
billing date, payment type, total payment, enrollment fee, VCP fee, and plan payment.



Customer Data Download

The customer data download is exceptionally handy when contacting the masses is
necessary, you can find addresses, emails, and contact numbers.

Consumption Errors

Service consumption errors have several error messages, however the most common
error you will find is "Service professional not found".



Adding A new employee

To add a new employee click the setting tab and scroll down to the employee
option. In the upper left corner click the new employee option. Then enter the
employees information.



 If the client wishes to resolve the payment issue, they must pay the ‘Balance Due
Now’ shown in the account page. Enquire if the payment method will need to be
updated, and if so, click the ‘change’ link to the right of the ‘payment method’
section of the account page. If the payment method is deemed viable, proceed to
the ‘make payment’ button on the right of the account page.

Payments: When Is A Plan DOA? How Can We Revive

It?
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When clients who have A Care Plan have A missed payment or balance on that care
plan, an indicator will appear in the Pulse system on the patient page. This red x
indicator will appear both in the patient highlights and when the care plan tab is
selected. If this status is encountered, it must be resolved prior to invoicing care plan
or out of plan discounted services. 

Making Payments



Determine if the client wishes to resolve the balance via the card on file in the Care
Plans System or via an alternate method. Collecting the payment from the card on
file is preferred. To do this, simply select the card on file option, select the ‘apply to
balance due’ (or pay-off if the client wishes), confirm the payment amount, confirm
effective date/debit date, and click continue.

If the client opts for an alternate payment method, you will collect the balance due
via the at practice payment terminal. Once the payment is ensured, you will post the
payment by selecting the ‘Already collected the payment’ option and proceeding as
in the above instructions. An additional ‘Post Payment’ page will appear allowing
you to add the payment type, statement number (if desired), and any comments
related to the payment. Click the post payment button to continue. **If you do not
post Care Plan payments collected at practice in the Care Plan System, the balance
will persist as if no payment was collected**



Once the payment is resolved, the ‘Balance Due Now’ will show as $0. If the red
indicator has changed to a green check, you may proceed with performing Care
Plan services. You can review and confirm payments via the ‘Statements and
Payments’ link above the make payment button. You can also review the next
payment date with the client if desired.

If the red indicator is still present but the Balance Due Now’ is $0, then an additional
step is required to resume automated payments. This occurs because the Care Plan
has been suspended due to the balance and needs to be reinstated. To do this, click
the action drop down to the right of the ‘Billing Information’ section and select
‘Reinstate’. This will resolve the red indicator to green and the client can proceed
with use of their Care Plan.



Pending Payments: At the start of the payment cycle, several days ahead of the
scheduled payment date, A pending payments window will appear on the right side
of the clients account page in the Care Plan System. This can impact the ability to
collect manual payments or cancel A plan. This is because the Care Plan system is
anticipated to collect an automated payment and is A safeguard to prevent
unanticipated double payment and, in the case of cancellation, improper
calculation of the ‘proposed settlement amount’. 



During certain stages of the payment cycle, these pending automated payments can
be stopped so that you can make A manual payment or cancel the plan. To
determine if stopping the payment is possible please check the pending payment
status via the ihelp indicator.

If you attempt either while there is a pending payment you will receive the following
message. 



By stopping the automated payment you are indicating that the balance will be
resolved manually or that the plan is to be cancelled. The change date option is not
viable as there is only one allowed payment date.

Manual Plan Suspension: There may be some scenarios where you have
communicated with A client and they anticipate the automated payment will fail
and they are unable to resolve the balance ahead of their scheduled payment date.
Under these circumstances you may opt to allow the client to manually resolve their
balance at A later date. If you choose to offer this option the best practice is to stop
any pending payments (if needed) and manually suspend the plan to prevent any
automated payments until the balance can be resolved. Once the balance is
manually resolved you would then reinstate the plan as mentioned above to resume
recurring automated payments.

If you wish to stop the automated payment during the ‘planned’ payment stage,
simply click the ‘change’ link in the pending payment window and select ‘stop’
payment, make any notes needed, and click the ‘process’ button.



Changing/Delaying Payments

Wellness plans are A fantastic service for both pets and pet parents because they
provide essential care to pets while allowing owners to budget accordingly. 

Sometimes life happens and customers miss a payment, if you are diligent you can
help pet parents even when those issues arise. 

To help combat missed payments and the fees that accompany, you can schedule A
date past than the 15th of the month for customers who just need A few more days. In
order to do this you can click on the customer, if there is a pending payment you will
need to click the "Change" link next to the "Planned" payment.



Note: They system will allow NewDay employees to schedule A payment three weeks
(21 days) out from the 15th.

If A customer reaches out to VCP, their staff can only schedule the payment out an
additional days past the 15th.

Once you have stopped the current payment you can then select A new payment
date.



High risk verses DOA

It is of utmost importance that we provide support and guidance to our customers
regarding payments. This will not only help them avoid unnecessary missed payment
fees but also ensure that they can afford to keep their pet on the plan for the long
term. 

If a customer misses two or more payments, their chances of becoming current and
staying on the plan decrease to approximately 20%. Therefore, it is advisable to
reach out to these customers on a weekly basis in order to assist them in getting their
plans back on track. It's important to note that a plan with three or more missed
payments is considered high risk, as the likelihood of further missed payments in the
following months increases significantly. Once a customer reaches three missed
payments, their ability to bring their account up to date and remain on the plan
dwindles to around 5-7%. If a plan has three or more missed payments, it is
considered DOA (dead on arrival), meaning that the customer will be unable to pay
the outstanding balance and reinstate the plan. Additionally, the chances of
collecting any balance from the customer after this point are highly unlikely.

Please be aware that modifying the payment date will not affect or delay the
subsequent month's payment. For instance, if you postpone the October payment to
November 1st, the system will still withdraw the next payment on November 15th.



Cancellations: Understanding the Process &  Ensuring

Consumption
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Life happens! We understand that sometimes plans need to be canceled due to a
number of different circumstances, when A customer decides to cancel A plan it can
be A daunting process.

VCP does have the cancellation formula that should reflect the amount paid towards
the plan, wellness plan items consumed, and the difference between the two. 

A: Total of payments made.

B: Retail value of services (excluding discounted items).

C: Proposed settlement 



To ensure accurate consumption, you need to check the services used and their retail
value in Pulse. Additionally, calculate any discounts applied to additional services
and products not covered by the wellness plans. The total amount the customer is
responsible for is determined by adding the retail value of services and discounted
items. In many cases, it is more cost-effective for customers to stay on their plan. 

After canceling a plan, remember to remove any related packages or credits in
Gingr. 

Please note that refunds should not be given to customers without approval from your
Regional. If there is a situation where a refund is warranted, such as when a pet has
passed away and the owner has paid for the plan in full, please consult your
Regional for guidance and approval. 

The following excerpt outlines our policies regarding cancellations.



Best Operational Practices : How Well Are Your Wellness Plans
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To make the most of your VCP solution, we recommend reviewing the following items
on a regular basis. By allocating some time each week or month, you can ensure
smooth billing and payments while maintaining an up-to-date system:

Daily

1. Review New Application List: Take a look at the list of new applications and
establish a process for canceling pending applications that are no longer valid or
are over a week old. This will help avoid clutter in the new Applications screen and
prevent confusion.

2. Run Download Payments Report: Review new plans and ensure that the first
payment and enrollment were taken at the practice. Compare this information with
the payments recorded in your Practice Management System (PIMS) to ensure they
reconcile properly.

3. Upload Signed Documents: It's recommended to upload signed wellness plan
agreements and credit check forms (if applicable) into the system using the
document upload function in Customer Detail. Alternatively, you can maintain an
external file where these documents are retained.

4. Resolve Payment Issues: Review all items with a status of "New Issue" on the
Payment Issue list, which can be found at Operations &gt; Payment Issue List. It's
important to address and resolve these issues before the next month's billing date to
avoid auto-suspension of the account.



Weekly:

1. Review Suspended Plans: Check for any plans that have been suspended and take
appropriate action to resolve them. Remember to document any activity in the VCP
platform and the patient/client chart in your practice management system.

2. Check Pending Plans: Regularly check for plans that have been signed by the
client and mark them as complete in Operations > New Application. Only when
marked as complete will the system initiate the monthly billing process.

3. Credit Card Expiration Report: Review the report and contact clients whose cards
will expire within the next month. Determine if they have an appointment scheduled
and make a note in their file or an appointment calendar to obtain updated
payment information.

4. Reconcile Weekly ACH Settlement Statement: If applicable, reconcile the weekly
ACH settlement statement against your bank statement on a weekly basis.

5. Review Plans Coming Up for Automatic Renewal: Stay proactive by reaching out
to clients ahead of time about plan renewal, even though the system sends a renewal
notification. Make a note in their PIMS account to discuss renewal if the pet has an
upcoming appointment.

6. Consumption Report: If applicable, create a consumption report from your PIMS
and upload it into the EC platform using Operations > Service Consumption. Update
the platform's consumption manually on a daily or weekly basis if not using a report.



Monthly:

1. Review Monthly Statement: On the 1st of each month, review the Monthly
Statement for fee charges, monthly recurring payments, etc.

2. Account for In-Practice Payments: Whenever you receive payments at the
practice, ensure they are recorded in the VCP platform (except for the initial
payment, which is automatically recorded at enrollment). Go to the Customer Detail
page for the client/pet and choose Make Payment from the menu on the left. Refer
to the Payment Management training document in the Support section for more
information on manual payments.

3. Review Suspended Plans: Review plans that have been suspended due to payment
issues. Follow your internal process for either sending unresolved accounts to a
collections agency for hard-collections or write-off as bad debt.

Security/System Access:
1. Manage User Accounts: Ask your Account Advisor to disable accounts for
employees who no longer work at your practice. Request new login credentials for
new hires along with their specified access level.

By following these recommendations and regularly reviewing different areas of your
VCP solution, you can enhance your billing and payment processes while ensuring
system security and access management. Should you need any further assistance or
have additional questions, feel free to ask!


