
The Loyalty 
Blueprint: 
How to Re-Engage Clients and Keep 
Them Coming Back



Introduction

Client loyalty is the foundation for long-term success 
in veterinary practices. While attracting new clients 
is crucial, retaining existing clients and re-engaging 
those who’ve lapsed is where sustained growth 
happens. Loyal clients not only provide consistent 
revenue but also become advocates, recommending 
your services to others. 

This guide outlines strategies to build trust, 
re-engage lapsed clients, and foster loyalty, ensuring 
they remain connected to your practice.

The Importance of Loyalty 
in Veterinary Practices



How Technology Helps
Cloud-based systems automate reminders, follow-ups, and client interactions to ensure 
consistency. These tools help your team maintain timely and personal communication 
with every client.
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Building Trust from 
the First Interaction

Key Actions to Establish Trust

Set a Positive Tone from the Start
Whether it’s a phone call or an email inquiry, your team’s first interaction with a 
potential client is critical. Train staff to be warm, patient, and informative when 
engaging new clients. Make sure your practice’s website and social media pages 
reflect the friendly, professional atmosphere you aim to deliver.

Provide Clear, Consistent Communication
Confusing medical terms and rushed explanations can alienate clients. Instead, 
break down procedures and care plans into simple, clear language. Always 
encourage questions and ensure the client feels empowered to make decisions 
about their pet’s care.

Offer Transparent Recommendations
Clients are far more likely to return if they feel you’re being upfront and honest 
about their pet’s health needs. Give them a clear overview of what’s necessary 
now, and what can be monitored for later. This kind of transparency helps to 
avoid any unexpected bills or treatments that could damage trust.

Every successful relationship is built on trust, and that starts the very first time a client interacts 
with your practice. Whether through a phone call, a website visit, or their initial appointment, the 
experience sets the tone for whether they’ll return. Trust isn’t built in a single visit but in consistent, 
thoughtful actions.
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Personalizing Client 
Experiences for 
Stronger Relationships

Enhancing the Client Journey

Loyalty grows when clients feel personally valued and recognized at every stage of their journey. 
Personalized care helps clients feel seen and understood beyond the transactional aspects of a visit.

Before the First Visit

During the Visit

Online booking systems let clients 
schedule at their convenience, ensuring 
flexibility. Follow-up confirmation emails 
or texts with friendly messages prepare 
them for a seamless experience.

Staff should greet clients by name and 
ensure pet records are ready to reduce 
wait times. A comfortable environment 
and personalized attention show clients 
you value their time and their pet’s needs.
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Automated systems simplify personalized confirmations, follow-ups, and ongoing client 
engagement. These tools make maintaining a personal touch efficient and consistent over time.

How Technology Helps

Post-Visit Follow-Up

Long-Term Engagement

Simple gestures like a “How’s [Pet’s 
Name] doing?” email make clients feel 
valued beyond the visit. Personalized 
follow-ups build rapport and reinforce 
trust in your practice.

Share health tips tailored to pets’ specific 
needs or seasonal advice to keep clients 
informed. These proactive communications 
position your clinic as a caring and trusted 
partner in their pet’s well-being.
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Practice management systems analyze client data to identify trends and categorize 
lapsed clients. This data-driven approach helps create targeted outreach for more 
effective re-engagement.

Before re-engaging lapsed clients, it’s crucial to identify who they are and why they stopped visiting. 
Understanding their concerns ensures targeted efforts are meaningful and effective.

Segment clients by time since their last visit (e.g., 6 months, 12 months) to refine your outreach 
strategy. This allows for personalized campaigns that address specific needs and concerns.

Understanding and 
Identifying Lost Clients

Common Reasons for Client Lapse

Client Segmentation for Targeted Outreach

Cost Concerns

Veterinary services may 
seem expensive when 
clients don’t understand 
their value. Addressing this 
misconception requires clear 
communication about the 
benefits of preventive care 
and diagnostics.

Busy Schedules

Clients with demanding 
lifestyles may find it hard to 
keep appointments or track their 
pet’s needs. Offering convenient 
solutions like reminders or 
telemedicine can alleviate 
these challenges.

Negative Experiences

Feeling rushed or 
misunderstood can lead 
clients to seek care elsewhere. 
Addressing these issues 
proactively builds trust and 
shows clients you value 
their feedback.
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How Technology Helps
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Automated outreach campaigns make follow-ups efficient and personalized. Features like 
direct booking links in messages remove barriers to scheduling.

Segment and Target
Use your software to identify lapsed clients based on their last appointment. Break 
them into categories, such as those who haven’t visited in 6 months, 12 months, 
or more. Each segment may require a different re-engagement strategy.

Personal Outreach
Begin with a personal phone call or email, mentioning that you’ve missed seeing 
them and asking how their pet is doing. This personalized outreach can rekindle 
the relationship by showing that your practice genuinely cares.

Address Concerns
If scheduling was an issue, let them know about any new services that may make 
it easier to visit, such as telemedicine or after-hours appointments. If they had a 
negative experience, invite them to share their feedback and let them know that 
their concerns will be addressed.

Provide a Clear Path Forward
Make it easy for clients to return by offering flexible scheduling and online 
booking options. Help them schedule their next appointment immediately or 
provide links to book appointments through your website.

IDEXX Veterinary Software

Steps to Re-Engage 
Lost Clients
Re-engaging clients requires a clear, empathetic approach to rebuild trust and overcome barriers. 
These steps help you reconnect and offer a smooth path back to care.

How Technology Helps
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Creating Memorable 
Client Experiences
Beyond excellent medical care, unique and memorable experiences set your practice apart. Creating 
positive associations strengthens client loyalty and encourages repeat visits.  Here are some ideas to 
help your practice stand out.

Virtual Vet Consultations

Pet-Centric Events

Telemedicine allows clients to connect for 
minor concerns or follow-ups without leaving 
home. This convenience is especially valuable 
for busy clients or those with anxious pets.

Host engaging events like “Pet Care Days” or 
holiday-themed activities to build community 
and client relationships. These events create 
positive memories and strengthen loyalty 
outside appointments.

1
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Event management, wellness plan scheduling, and attendee follow-ups are easily organized 
with practice software. These tools streamline operations and keep clients engaged.

How Technology Helps

Subscription Wellness Plans

Pet-Friendly Practice Design

Offer packages tailored to pets’ life stages, 
like a senior wellness plan including exams and 
bloodwork. These plans simplify ongoing care 
and emphasize your clinic’s commitment to 
preventive care.

Once clients have ‘bought into’ the value of 
wellness visits, your practice becomes a 
stronger, more trusted partner to return to as a 
pet ages.

 Enhance client satisfaction with stress-reducing 
features like separate entrances or calming 
scents. Small design changes can transform 
stressful visits into positive experiences.

4
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Leveraging Technology 
to Strengthen Loyalty
Technology simplifies workflows and enhances the client experience, making every interaction 
seamless. These tools allow you to work smarter and focus more on personal connections.

 Send timely reminders about appointments 
or vaccinations to reduce no-shows. 
These reminders help clients stay proactive 
about their pet’s care.

Enable 24/7 appointment scheduling for 
maximum flexibility. Clients appreciate the 
convenience of managing appointments on 
their terms.

Deliver health tips based on pets’ needs, 
like seasonal advice or breed-specific risks. 
Clients value practices that offer targeted, 
proactive care.

Online Booking

Personalized 
Health Updates

Automated Reminders

Provide virtual consultations for minor 
issues or medication renewals. 
This convenient option saves time for both 
clients and staff.

Telemedicine Services

Centralize messages for efficient 
two-way communication. Clients value timely 
responses, and integrated tools ensure no 
messages are missed.

Integrated 
Communication Tools

Offer mobile or online payment options 
to streamline the checkout process. 
Contactless payments improve efficiency 
and reduce wait times.

Digital Payments

Tools to Enhance Client Engagement
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Practical Tips for Adoption

Start with one or two features, 
like reminders or online booking.

Train staff to use tools confidently.

Choose software that integrates 
seamlessly with your existing systems.

Use analytics to measure impact 
and refine your strategy.

Adopting new technology doesn’t have to be overwhelming. By starting small and building 
confidence with your tools, you can create a seamless integration into your practice. Here are some 
actionable tips to make the transition smooth and effective.
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Now is the time to put these strategies into action and make client loyalty the foundation of your 
practice’s growth. By focusing on building strong, lasting relationships, you’ll not only retain more 
clients but also turn them into advocates who will bring new clients through your door. 

Re-engage clients who 
have lapsed by offering a 
clear and simple path back 
to your practice. 

Foster long-term loyalty 
by offering consistent, 
proactive communication 
and personalization. 

Use technology in 
ways that enhance your 
clients’ experience 
without sacrificing 
the personal touch. 

Final Takeaway
Loyalty is built with every interaction. From the 
first visit to ongoing care, it’s about making 
clients feel like their pets are getting the best 
possible treatment—every time they walk into 
your practice.

Creating loyal clients is about more than just offering excellent care during their pet’s appointments. 
It’s about building relationships, personalizing their experience, and ensuring they feel valued at every 
step of their journey with your practice. By following the steps outlined in this guide, you can: 

Conclusion: 
Building Loyalty for the Long Term
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Remind your clients about upcoming appointments at the click of a button via email or SMS, and add 
pre-appointment instructions to drive improved compliance. 

Online scheduling synced with your practice calendar lets clients make appointments easily with no 
toggling between systems or wait time for you.

Clients can alert you when they have arrived, ask questions during their pet’s appointment, and follow up 
from home with text messaging versus multiple phone calls.

Skip the phone calls and give clients direct access to appointment information, test results, medical 
records, Rx history, and more.

Automated health service reminders can help you stay fully booked without the time-consuming task of 
manually tracking down clients. 

Automatic reminders 

Online scheduling 

Text messaging 

Mobile app 

Health service reminders 

Building loyalty with clients isn’t just about the care you provide—it’s about how you engage with them 
before, during, and after every visit. By streamlining communication and making interactions seamless, 
you can create stronger connections that encourage repeat visits, referrals, and lasting trust.

To support your practice in achieving this, consider the tools that make building loyalty easier and more 
efficient. The right solutions can help you go beyond expectations, transforming everyday interactions 
into opportunities to build lifelong relationships. Key features include:

For your integrated client engagement needs, Vello™ software streamlines the way 
you connect with pet owners through a single experience built for IDEXX practice 

management software. It enables you to unlock efficiencies in practice with tools that 
improve pet owner compliance, foster more productive conversations, and reduce time 

spent on the phone. 

Say hello to Vello

Learn more about Vello
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Unlocking Loyalty: Tools to Build 
Lifelong Client Connections
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