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Advice Call Policy

Queries During Daylight Week Hours:

1. Advice Calls From Veterinarians

Advice calls from veterinarians should be directed to the faculty member listed as Consulting
(that is, not Receiving) on the Medicine schedule. Faculty members should be emailed the
message. Veterinarians should be advised that their call will be answered within 24 hours.
Faculty members should make every effort to return calls within this time period.

Residents and interns on the Consulting service will not be expected to routinely handle
advice calls from veterinarians unless there has been a prior arrangement with the faculty
member on the same service. When the faculty member on Consulting will be unavailable for
veterinary advice calls, the facuity member will advise the resident on the same service that
calls will be directed to them, and ensure that they are available, and also advise the
Telephone and Admissions desks.

2. Advice Calls From Pet Owners

Advice calls from pet owners should be directed to the intern listed as Consulting (that is, not
Receiving) on the Medicine schedule. Interns should be emailed the message. Pet owners should
be advised that their call will be answered within 24 hours. Interns should make every effort to
return calls within this time period. When there is no intern scheduled on the Consulting service
that day, the resident will take on the same responsibility.

Residents and faculty members on the Consulting service will not be expected to routinely
handle advice calls from pet owners unless there has been a prior arrangement with the intern on
the same service. When the intern on Consulting will be unavailable for pet owner advice calls,
the intern can request that the resident or faculty member on the same service have calls directed
to them, and ensure that they are available, and also advise the Telephone and Admissions desks.
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3. Urgent Calls From Veterinarians

When calls from veterinarians are identified as urgent, the Clinical Services Coordinator should
be notified so he/she may contact the faculty member listed as Consulting on the Medicine
schedule via their cell phone, and email the same message. Messages should be identified as
'urgent'. Faculty members should make every effort to promptly respond to urgent calls from
veterinarians.

When there is no response within several minutes from the faculty member on Consulting, the
same process should be repeated in the following order of default:

A. The resident on the Consulting service (if there 1s a resident scheduled on that service).
B. The faculty member on the Receiving service.

C. The resident on the Receiving service.

D. Any Medicine clinician, whether on clinics or not.

4. Urgent Calls From Pet Owners

When calls from pet owners are identified as urgent, the Clinical Services Coordinator should
be notified so he/she may contact the intern listed as Consulting on the Medicine schedule via
their cell phones, and email the same message. Messages should be identified as 'urgent'.
Interns should make every effort to promptly respond to urgent calls from pet owners.

When there is no response within several minutes from the intern on Consulting, the same
process should be repeated in the following order of default:

A. The intern on the Receiving service (if there is an intern scheduled on that service).
B. The resident on the Consulting service.

C. The faculty member on the Consulting service.

D. Any Medicine clinician, whether on clinics or not.

5. Queries Regarding Individual Cases Under Our Care (Inpatient or Outpatient)

The owner or veterinarian should be asked to identify the individual student and clinician in
charge of the case. Students on the case should be overhead paged, and clinicians on the case
should be contacted via their cell phone, and emailed the same message. Owners and
veterinarians should be advised that their call will be answered the same day whenever possible.
Clinicians and students should make every effort to return calls within this time period.

Queries regarding individual cases that are identified as urgent should be handled through the
Clinical Services Coordinator in the same way, except messages should be labeled as urgent. If
there is no response from the student or clinician in charge of the case after several minutes,
urgent calls from owners will be handled as per the' Urgent Calls From Pet Owners' section, and
urgent calls from veterinarians will be handled as per the' Urgent Calls From Veterinarians'
section.
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6. Queries Directed to Individual Clinicians Not On Consulting

Veterinarians and pet owners should be advised that the individual clinician is not scheduled as
available for consultation, and is therefore not certain to be readily available. For queries that
require prompt responses, the veterinarian or pet owner should be encouraged to talk to the
appropriate clinician on Consultation duty (as outlined above). For queries that require less
prompt responses, messages can be lelt with individual clinician requested, but a response within
1 or 2 days cannot be guaranteed, particularly when the clinician is off clinics. Non-urgent
messages for individual clinicians not on consultation should be emailed. Messages can also be
left on voice mail, but ONLY if an email is sent to notify the clinician that a message has been
left on voice mail,

Queries During Night Time, Weekend or Holiday Hours:

Queries should be directed to the appropriate student, intern or back-up clinician on call,
who will use their discretion to determine how to handle it.

Obviously, no telephone policy, however detailed, can be all-inclusive, or predict all unforeseen
eventualities. Queries will still need to be handled with common sense, flexibility, courtesy and
diligence, and no policy can be a substitute for telephone operators, admissions staff, students and
clinicians all paying meticulous attention to service. The above policy is an altempt to make the
process as clear and predictable as possible. Your compliance would be greatly appreciated.
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