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Spring is 
in the air 

THE birds are singing, the days 
are longer and spring flowers are 
in full bloom.

As the world renews itself right 
before our eyes, it’s hopefully a 
sign of better times ahead after a 
tumultuous 12 months coping with 
the pandemic.

There is certainly a bright future at 
VetPartners so the spring edition of 
The Tail is celebrating some of the 
achievements of our dedicated, 
hard-working colleagues.

Our receptionists and nurses 
have been boosting their skills by 
completing extra qualifications, 
while everyone can now access

fresh ideas following the launch 
of VetPartners Learning.

In this edition of The Tail, you can 
also find out how our practices have 
embraced our sustainability goals 
and how we’re working hard to 
ensure VetPartners is a great 
place to work.

We also share ways of boosting 
your mental health and wellbeing 
– and even saving money on 
grocery shopping, household 
appliances and family days out.

Lockdown, PPE and restrictions 
are hopefully becoming a thing 
of the past and we can enjoy 
brighter times.

Duo shortlisted 
for award

Juggling lockdown 
life

Boost wellbeing and 
bank balance

Meet Practice Manager 
of the Year

Meet vet who’s 
alpacas crackers!
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Welcome
This time of year is one of my favourites as I love seeing 
daffodils out and lambs in the field. 

I hope all of you are now able to see loved ones and friends 
more freely, albeit in a different way than we once used to. 
Many of us have now had our vaccines and we are accepting 
a world where Covid will be a constant. 

J0 MALONE, CEO

From feedback from lots of you, we know 
the transition back to a more normal way 
of working for our practices is happening, 
with clients entering practices and consult 
rooms. Risk assessments and precautions 
should still be followed to keep you as safe 
as possible. We are reviewing the use of 
full PPE and hope to reduce it over the 
coming weeks.  

We are aware how busy you all are. For 
the first time in a long time pet ownership 
has increased in the UK. We know lots of 
people got ‘lockdown puppies’ - myself 
included! We are aware of the pressure 
new ways of working and workload is 
having on you all. We are seeing lots of 
new people join our businesses to help 
with this workload, and we will continue 
to encourage this.

If there are suggestions you have to 
help the workflow in the area you work 
in please speak to your line manager. It is 
difficult planning for the workload levels 
at the moment, so I know they would 
appreciate your suggestions and help. 

We recently featured in a Sunday Times 
list about growth of profits and how we 
have done so quickly over the past three 
years, largely, of course, due to the volume

of businesses that have joined our group, 
rather than increased profit coming from 
the same businesses. Whilst on the one 
hand it makes me proud that we have 
achieved this as a business, it embarrasses 
me too. It is not what is important to me 
(or others in the team). What is important 
is trying to ensure we are a good place for 
all of you to work, one where the focus is 
on how we can provide excellent service 
to our customers and patients.

The most important thing in this business is 
all of you. We will be conducting a survey 
with all our team members in May. Please 
do take part as we want to hear from you. 
We will communicate the results of the 
survey, the good and the not so good, 
and we also let you know what steps 
we can and will take to improve.

Early in 2020, we started working on a 
HR system which would enable us to flex 
other benefits for you all. Covid stalled 
that but it has now restarted. We launched 
the minimum level of CPD and our learning 
management system in January/February 
and we have previously set a minimum 
level of sick pay. 

The next thing which we will be bringing 
out is a minimum level of discount for

pet care within your practice as well 
as a 10% group discount across pet and 
equine for all team members. Later in the 
year we will be looking at minimum holiday 
levels, maternity/paternity, as well as the 
ability to buy and sell holiday to 
certain levels. 

For a long time I have wanted to ensure 
we paid all our team members above the 
National Living Wage for their age group, 
and I am pleased to say that has now been 
achieved. Of course we need to do more 
regarding pay scales and progression, but 
this was an important step for us. 

Our HR team has changed its name to 
the People team. Human resources did 
not appropriately represent how we think 
about all of you, so we decided it was 
about time to change the name. They 
will be working alongside Rob Williams 
to move the career pathways work, 
started pre-Covid, forwards and ensure 
transparent ways for you all to see how 
your career could progress if you would 
like it to.

There is a lot happening and, as ever, 
we love to hear your feedback.

In my view
In each edition of The Tail, we 
ask what makes VetPartners 
so special.

Here, Business Support Director 
Fiona Nichol shares her view on 
how collaborating as a family 
of practices helps us deliver an 
excellent experience for clients…

Clients are the lifeblood of practices and 
we are in a privileged position as they are 
bringing their family members to us and 
entrusting us with their care.

We are constantly looking at new ways to 
enhance the service we provide for clients.

At times, a practice environment can be a 
very stressful place for clients because their 
pets are ill, while equally it can be an exciting 
place to visit because they have a new kitten 
or puppy.

So we want to ensure we are providing the 
best possible experience.

We can achieve this by constantly reviewing 
what we do and making sure it is as good as 
it can be.

At VetPartners, we value the collaboration 
we are able to enjoy with colleagues across 
the VetPartners family. When a practice has 
great success and receives great feedback, 
we can share those ideas and all benefit. 
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Practice stars in running for award

THE dedication and hard work of 
head receptionist Lindsay Johnson 
and veterinary nurse Katie Came-
Johnson has seen them shortlisted 
in the Petplan Awards – the 
Oscars of the veterinary world.

Lindsay, group head receptionist at 
Woodcroft Vets in Cheshire, and RVN 
Katie, who works at Rosevean Vets in 
Penzance, are among 31,446 veterinary 
professionals nominated in the 
five categories. 

Lindsay is shortlisted in the Support Staff of 
the Year category, while Katie is shortlisted 
for Veterinary Nurse of the Year.  

Due to Covid restrictions, this year’s 
ceremony will be virtual and Lindsay, who 
was the first ever receptionist at Woodcroft 
Vets when she joined them 33 years ago, 
plans to have a small gathering of colleagues 
in her garden, with champagne on ice. 

“I feel so honoured to be nominated

because I love the job, the clients and the 
whole team at Woodcroft,” she said. 

“After being here for so long, I know all 
the clients and there is one lady who has 
nominated me for a Petplan award every 
year for over 20 years.”

Katie was studying to become a human 
nurse until she decided it wasn’t the career 
for her and switched to animal care instead. 
She joined Rosevean as a student veterinary 
nurse six years ago and works mainly with 
small animals, but goes on occasional 
equine visits.

She said: “I wasn’t expecting to be 
shortlisted so it was a really nice surprise. 
It is lovely to know that my efforts have 
been noticed by clients, especially after 
the challenging year we’ve had.”

Proud team open hospital

The three-storey hospital has become the largest first-opinion 
veterinary hospital in Surrey, boasting three operating theatres, 
consulting rooms, laboratory, physiotherapy room and separate 
waiting areas for cats and dogs.

Patients will benefit from the latest high-tech equipment, 
including a CT scanner, water treadmill, dental x-ray machine 
and ultrasonography.

The new facility is one of the biggest investment projects by 
VetPartners, and has created 20 new jobs, with vets, nurses, 
receptionists, administrators and kennel assistants joining 
the team.

Hospital clinical director Kevin Clayton said: “One of the most 
exciting things is the continuity of care we can provide because 
we offer a variety of treatments, surgeries and rehabilitation 
services from the same location. 

“Having three operating theatres and multiple consulting 
rooms is allowing us to see more patients and carry out more 
procedures every day.”

THE new £1.8 million Farnham Veterinary Hospital 
has welcomed its first patients.

Joy: Clinical director Kevin Clayton cuts ribbon with customer care manager Sheona Clayton, 
left, and deputy head nurse Karie Sladen

Proud: Lindsay Johnson, top, and Katie Came-Johnson are 
shortlisted in awards
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In tough times, we pulled 
together and look how much 
stronger we are!

From supporting team members during a worrying time to 
providing greater CPD and wellbeing resources and committing 
ourselves to ambitious sustainable and charitable goals, we have 
achieved so much together.

Over the past 12 months, we all had to quickly adapt to 
ever-changing circumstances while helping each other during a 
stressful time.

Our aim is to create a great place to work for our colleagues, and 
we have responded to lots of suggestions and feedback from our 
practice teams.

Earlier this year, we invested in our new online learning 
management system, VetPartners Learning, which provides 
resources on personal, professional and clinical development 
and is available 24/7 on all devices.

This year also saw the launch of VetPartners’ Sustainability 
Strategy: Looking Forward Together which commits us to goals 
that put sustainability at the heart of everything we do.

And our practices have thrown themselves into sustainability 
projects that will help us to take better care of the planet.

The majority of employees have access to our Health Shield, 
which provides cash back on all sorts of amazing benefits, 
including shopping, healthcare and treatments. 

We encouraged our teams to promote the HALT campaign within 
their practice and share with us ways you have achieved this, with 
posters, photos and videos.

It has been heartening to see everyone pulling together, whether 
supporting the wellbeing of colleagues or boosting workplace morale.

We’ve organised online quizzes, baking contests and even 
encouraged you to take part in weekly yoga sessions with 
Kinfauns Vets receptionist Jo Thorne.

The recent Marie Curie Day of Reflection on the first anniversary 
of the first UK lockdown saw many of our practices decorated 
with daffodils to remember those who have lost loved ones, 
support the bereaved and look forward to a brighter future.

WHILE it may have seemed as if time 
stood still during the pandemic, there 
have been many positive developments 
at VetPartners during a tumultuous 
12 months.
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THREE key appointments have 
been made to the VetPartners 
Clinical Board.

New appointments will ensure clinical support and better data

The focus of their role will be to 
establish practical ways of implementing 
evidence-based veterinary medicine 
(EBVM), ensuring VetPartners’ work 
is patient focused and that veterinary 
teams receive the clinical support they 
require.

Kathryn Wareham has been appointed 
EBVM Manager, while Natalie Robinson 
has taken up the role of Clinical Data 
Manager. Christina Kuhl has joined the 
group as Clinical Content Manager to 
help with resource development.

Reporting to Rachel Dean, Director 
of Clinical Research and Excellence in 
Practice, their aim is to generate new
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VetPartners makes successful start to QI journey
VETPARTNERS has been selected as a highly 
commended runner-up for the RCVS Knowledge 
Champion Award. 

The UK veterinary group has been highlighted as 
‘one to watch’ in the awards in recognition of their 
passion and commitment to Quality Improvement.

QI is the process by which we ensure the care and services 
we are giving are the best they can be. We received the award 
for the work the Clinical Board started in 2019 looking at what 
kind of QI activities we already do within our practice teams. 

More information on this work will soon be on our VetPartners 
Learning platform.

The Knowledge Awards showcase QI implementation and 
the individuals and teams that have driven improvement within 
the profession.

The award is open to anyone who works within the veterinary 
industry, including those from a practice setting and educators 
and learners from under and post-graduate education.

• Find out more about QI – Clinical Board pages 18 and 19

data and provide decision-making 
resources to practices to support 
clinical work and improve standards 
of care within the profession.

Rachel said: “These appointments 
show our commitment to making 
sure we properly support our teams 
to deliver the best care they can, 
and enables us to do more clinical 
research and quality improvement to 
improve the evidence base. 

“We have excellent knowledge, skills 
and capability in our clinical teams 
but we need better data to back up 
our decisions so we know we are 
doing a good job and continually 
improve our care and services.”

Boost: New Clinical Board team, from left, Christina Kuhl, 
Natalie Robinson, Kathryn Wareham and Rachel Dean

Online retailer VetUK joins group Bonjour to new practices!
VETPARTNERS 
has taken a step 
towards its digital 
transformation by 
acquiring online 
retailer VetUK. 
VetUK is one of the UK’s 
biggest online suppliers of 
pet care products, including 
toys, accessories, pet 
food, over-the-counter pet 
treatments, and veterinary 
prescription medicines.

The Thirsk-based company 
was established in 2005 
as a licensed supplier of 
pet medications in the 
UK and mainland Europe. 
During that time, VetUK has 
handled 3.5million online 
orders and dispatches 
2,500-3,000 orders 
every day.

Having its own online 
pharmacy and retail 
business will enable us 
to expand our services 
for clients across our 
family of practices.

VetPartners CEO Jo 
Malone said: “The sale of 
essentials like pet foods 
and medicine surged 
during lockdown, partly 
due to the huge increase 
in pet ownership, and we 
want to improve our client 
experience by enabling 
them to order products 
online like so many 
other sectors. The team 
at VetUK are passionate 
about what they 
do and we look 
forward to working 
with them and further 
developing VetUK.”

Two French 
practices have 
joined VetPartners 
as our European 
expansion continues.
Clinique Vétérinaire Plein 
Centre in Colomiers, near 
Toulouse, and Clinique 
Vétérinaire du Bas Poitou 
at Fontenay-le-Comte have 
both joined VetPartners.

Clinique Vétérinaire Plein 
Centre is a small animal 
practice with three vets 
and three veterinary nurses. 
Practice Director Christilla 
Falgon will be remaining 
at the practice to lead 
the team.

Michel Müller will also be 
staying at Vétérinaire du 
Bas Poitou as Practice 

Director, leading a team 
of four vets and five 
veterinary nurses.

Expansion continued in 
Italy earlier this year with 
the acquisition of four 
practices, and VetPartners 
is set for more growth in 
Europe in 2021.

VetPartners France 
Managing Director Vincent 
Parez said: “We are very 
happy to have these two 
practices officially joining 
the VetPartners France 
family, and are looking 
forward to welcoming 
other practices very soon. 
It’s exciting to see how 
many wonderful projects 
with practices are ongoing.”
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How the milkman is even helping practice to earn silver award!
MINSTER Vets in York is proving it cares for 
the planet as well as pets after embracing a 
greener future.

Among the environmentally friendly initiatives being introduced 
at the practice are recycling extra PPE, introducing recycling 
stations for paper, cardboard and plastic, having milk bottles 
delivered by the milkman instead of buying plastic cartons, and 
encouraging sustainable travel by team members and clients.

Work has also started to create a green space outside of the 
practice, with feeders and boxes, to encourage birds, insects 
and wildlife.

Minster Vets has joined the Investors in the Environment (iiE) 
scheme and hopes to achieve the silver award in recognition of 
their green efforts.

The environmental initiatives are being overseen by vet Becky 
Sedman, who has a keen interest in sustainability and last year 
completed a course in business sustainability management with 
the Cambridge Institute for Sustainability Leadership.

Becky said: “The veterinary profession is caring by nature so 
looking after the planet is a natural extension of looking after 
pets, animals and wildlife. As a veterinary practice, we want to 
embrace sustainable ways of working as we know how animals 
and the planet interact so it is our duty to do something to 
protect the environment.

“The whole team has really thrown itself into sustainability and 
it has been a great team effort. Veterinary practices produce 
a lot of waste due to ensuring safety and protecting ourselves, 
pets and clients, especially during the pandemic, so it is 
important we take responsibility for our impact on 
the environment.”

Green: Vets Becky Sedman, left, and Josie Arthur holding some of the items they recycle 

 
We’ll support you to turn your practice green!
CONFUSED about carbon? Worried about waste? 

INVESTORS in the Environment (iiE) is a 
national environmental accreditation scheme 
designed to help organisations save money, 
reduce their impact on the environment, and 
promote their green credentials to clients.
Participants who achieve an iiE award are given a recognised 
stamp of certification, which can be used on their website 
and promotional materials to advertise their sustainability 
achievements.

Practices who sign up receive access to a large library of 
training materials from iiE, a structured framework to guide 
their work on sustainability, and support required from 
VetPartners Sustainability Manager Hannah James. 

If you’re interested in signing your practice up, get in touch 
with us at sustainability@vetpartners.co.uk 

Our new comprehensive guide to sustainability in VetPartners 
practices is available on VetNet and the VetPartners Learning 
Library, covering all aspects of sustainability for vet practices, 
including:

• How to get started with sustainability 

• Energy saving

• Water saving

• Reducing waste

• Sustainable practice in anaesthesia

• Making space for nature

Divided into sections on different topics, you can dip into the 
guide to find answers to specific questions, or work through 
it in order as you make your practice greener. 

As work on sustainability at VetPartners progresses, we’ll 
update the guide with new information – so check back 
regularly to see what’s new!

Earn award for saving money and the planet
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Practice boosts pets 
and the planet

to save the planet, as well as help a great 
local cause that does so much to help cats 
and kittens in the area.

“We have been recycling pet pouches 
since last July and have collected a 
phenomenal amount, which shows how 
keen people are to recycle. Pet owners 
can drop their pouches off 

at the surgery or leave them in a 
bag outside.”

The success of the pet food pouch 
recycling campaign has inspired other 
recycling initiatives. Clients can also take 
ink and toner cartridges and stamps to be 
recycled for other worthy causes.

The practice in West Kirby, Merseyside, 
has received an overwhelming response 
from dog and cat owners after appealing 
to them to bring in their plastic pet food 
pouches for recycling.

The pouches are collected by TerraCycle 
and reprocessed into new materials for 
items such as furniture, garden accessories 
and playground equipment.

So far, more than 160kg – 25 stone – of 
plastic has been recycled and turned 
into cash for Alley Cats and Kittens in 
Southport, a rescue and rehoming charity.

The recycling was organised by auxiliary 
nurse Kim Riley, who is passionate about 
green issues. Kim said: “I wanted to 
organise this as we can all do our bit

Caring: Acorn Vets auxiliary nurse Kim Riley with pouches that are recycled for charity

200,000 items of PPE recycled as practices hit environmental goals 

Nearly a tonne of PPE, made up of around 
200,000 masks, gloves and aprons worn 
by clinical team members, which would 
have been destined for incineration or 
landfill, has been recycled. 

VetPartners is the first UK veterinary group 
to provide zero waste boxes for more than 
300 of our sites in England, Scotland and 
Wales to recycle extra PPE used to keep 
colleagues safe during the health crisis. 

The boxes are provided by TerraCycle, a 
company specialising in hard-to-recycle 
waste, and all types of PPE can be disposed 
of in the boxes as long as they are not 
contaminated with clinical waste. Once full, 
the boxes, which are themselves recyclable, 
are quarantined for 72 hours, before 
contents are collected by TerraCycle and 
separated into individual components 
for recycling.

Materials like plastics and metals are 
reprocessed into new materials for items 
such as furniture, garden accessories and 
playground equipment, and any paper and 
organic fibres that can’t be reprocessed 
are turned into compost.

So far, 797.64kg of PPE – around 0.8 
tonnes – has been recycled. That amounts 
to approximately 200,000 items of PPE.

A MAJOR project to recycle PPE 
used in our family of practices 
during the pandemic has been 
hailed a success.

VetPartners Sustainability Manager 
Dr Hannah James said: “It is fantastic to 
see the figures and realise the positive 
impact we have had on the environment. 
We have had positive feedback from 
our practice teams welcoming the 
opportunity to recycle PPE. 

“During the pandemic, practices increased 
the amount of single-use PPE being utilised 
as we needed to protect their health, but 
the impact this would have on the 
environment was a concern.

“Even after Covid has run its course, 
we will continue to have the boxes in our 
practices as there is a budget to continue. 
Our practices are really embracing 
sustainability and offering them the 
TerraCycle boxes for PPE prompted 
many to start looking at other 
sustainability initiatives.”

The initiative is part of wider sustainability 
goals at VetPartners, which launched its first 
sustainability strategy entitled Looking 
Forward Together in January. The strategy 
commits us to a range of short and long-
term goals that will put sustainability at 
the heart of everything we do and reflects 
our ethos of developing the business in an 
efficient, ethical and sustainable way.

VetPartners sustainability strategy can 
be viewed on our website here: https://
vetpartners.co.uk/app/uploads/2021/02/
VetPartners-Sustainability-Strategy.pdf

Success: Rosevean Vets pair Nicole Else, left, and 

Lorna Birch with recycling box at their practice

PET OWNERS are supporting 
Acorn Veterinary Surgery to help 
both the environment and lost, 
abandoned and stray cats 
and kittens.
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NURSING NATTER

Pharmacy role is the best medicine for asthma sufferer Alice

Over the moon: Alice was supported by practice

Magnificent seven celebrate over 200 years’ service

Helen is one of seven members of the practice team who 
between them have been helping poorly pets for more than 
200 years.

Helen said their staying power is due to a passion for their 
work and the caring, friendly working environment.

She said: “I have had an amazing 25 years and couldn’t wish 
for a better place to work. I joined aged 16 as a Saturday 
assistant in 1996 and loved it so much I never left! I did my 
RVN training here and I’m now a senior nurse at the Long 
Eaton veterinary hospital in Nottingham.”

The longest-serving team member is Adele Carter, a 
receptionist and nurse at the Spondon surgery in Derbyshire, 
who was also 16 when she joined the team 35 years ago.

Other long servers are vet John Oleshko, who’s clocked up 
33 years, and reception manager Jane Broughton, who’s been 
greeting clients for 29 years.

Head nurse Amanda Twells and deputy Tomlinson are in their 
27th year of service, and administrator Sue Wilmott in her 26th.

LONG-serving nurse Helen Spencer is the latest member of Ashfield House Vets to celebrate a 
quarter of a century with the practice.

Dedicated: Helen is celebrating 25th anniversary at practice no one wants to leave

A TRAINEE equine veterinary nurse who faced 
giving up her career plans due to a severe form 
of asthma has found a way to continue her dream 
of helping sick horses. 

Alice Smith was devastated when she realised that caring for 
lots of different horses at Rainbow Equine Hospital in Yorkshire 
was leaving her wheezing and struggling for breath.

She decided to follow her doctor’s advice and hand in her 
notice, but she was over the moon when she was offered an 
alternative role as head of pharmacy. 

Alice said: “I absolutely love my new role. I feel a lot healthier 
and I can still be involved in helping horses without needing 
to have direct contact with them.

“I am also extremely happy that I can stay at Rainbow. 

It is an amazing place to work and everyone is so friendly 
and supportive.” 

Despite moving to the pharmacy department, Alice is 
planning to complete her equine veterinary nursing exams 
in the near future to become a fully qualified nurse.
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Cats feline fine thanks to Jade

RVN Jade Liptrot is the cat’s whiskers after 
improving the care of felines at her practice.
Jade, who works at Bodrwnsiwn Vets in Mona on the Isle of 
Anglesey, has just achieved her Certificate in Feline Nursing, 
which provides a detailed introduction to feline health, 
welfare and behaviour to help nurses improve the 
care of cats within their practice.

The course is run by the International Society of Feline 
Medicine, the veterinary division of the charity International 
Cat Care, and helps nurses to expand their knowledge 
and understanding.

Studying for the qualification has enabled Jade to introduce 
new ideas on improving cat care and welfare at Bodrwnsiwn 
Vets, from making them more comfortable in cat-only 
kennels to ensuring a steady stream of treats to help 
patients feel happier in the consult room.

Jade hopes to expand services to offer feline consults run 
by nursing colleagues, and is preparing to start a Diploma 
in Feline Nursing as she wants to continue her professional 
development. In future, she hopes to study for a Certificate 
in Internal Medicine.

“Doing the course has increased my knowledge and insight 
into these complex and wonderful pets and, in turn, has 
helped us to improve our care of cats,” she said.

“The veterinary nursing profession is constantly evolving 
and it is important to keep up to date with new research and 
developments. I am a driven person who likes to develop and 
learn new skills which can then be implemented into practice.” 

ASHWORTH Vets in Hampshire has been 
supporting lockdown puppy owners to handle 
their pet’s behavioural issues.
Like many of our practices, Ashworth Vet saw a surge in 
the number of new puppies being registered during the 
pandemic as millions of people found themselves at home.

But Covid-19 restrictions have meant puppies missed out 
on socialisation with other dogs and humans, leading to 
behavioural issues.

Ashworth Vets organised online advice and training tips, 
with 20 owners attending the first ‘Tackling Teenagers’ class 
run by clinical director Kerry Lambert and veterinary nurse 
and pet behaviourist Nicole Crooks.

Kerry said: “Some 95% of the people attending were first-time 
puppy owners. Some of the classic behavioural issues owners 
are now facing are barking and jumping up, and there are a lot 
of dogs that are very reactive as they don’t know how to deal 
with social situations when they meet other dogs.”

As well as professional advice on how to train their adolescent 
dogs, owners had the opportunity to ask questions on how to 
handle their pet’s behaviour.

Ashworth charge £5 to attend the Zoom classes, which last 
one hour.

Kerry added: “We knew there would be a lot of owners 
having issues with dogs they bought during lockdown, so 
we are tailoring our online classes to help support owners 
with what they need to learn.

“We had 20 owners on our first Zoom class and we now 
have a waiting list for future classes so there is clearly a lot 
of demand. The main issues are affecting dogs of around 
nine-months-old, which is the equivalent of being a teenager 
for dogs, and they are the ones who have not been properly 
socialised during lockdown.”

Help: Kerry Lambert helps owners

Equine nursing school is galloping ahead
VETPARTNERS Equine Nursing School is celebrating after 
its first intake of students passed their end of year exams 
with flying colours.

The seven students have now entered their second and 
final year, where study units include diagnostic imaging, 
anaesthesia, theatre nursing and clinical and emergency 
care.

At the end of their training, successful students will 
be awarded a City & Guilds Level 3 Diploma in Equine 
Veterinary Nursing. 

The nursing school was set up in 2019 to ensure equine nurses 
receive the best possible training and equip them with the 

skills and knowledge that will allow them to make the 
most of their potential. It is based at Liphook Equine Hospital 
in Hampshire.

Students benefit from using the facilities at Liphook and visit 
the hospital on block release for six weeks each academic 
year, enabling them to study while continuing to work at 
their own practice. 

Applications have closed for the next academic year, but 
anyone interested in enrolling in the future should email 
rosina.lillywhite@theLEH.co.uk. 

Well done: Jade’s hard work is paying off

Turning unruly 
pups into paw-
fect pooches!

NURSING NATTER
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SPECIAL FOCUS

Tears and tantrums but Lucy’s 
Covid year has been a triumph

When I started a Diploma in Higher 
Education Clinical Veterinary Nursing 
in 2018, it never crossed my mind that I 
might have to complete it during a global 
pandemic whilst also home schooling my 
energetic five-year-old son. 

As a single mother, blended-online learning 
was always going to be a challenge for me 
purely due to lack of time. However, I knew 
that my days off could be put to good 
use whilst my son attended school and I 
allocated my time wisely to allow me to 
complete assignments and revise.

Despite initially failing one of my exams, I 
managed to get through my first year and 
boldly went into the second, hopeful that I 
could continue and complete the Diploma.

Then, along came Covid-19 and by March 
2020, a global pandemic was upon us. 

Schools, colleges, and universities 
closed, most veterinary practices became 
emergency only and many of us were 
immediately thrust into furloughed life. The 
challenges of home schooling and studying 
became purely a survival act. Trying to 
complete assignments and revise for exams 
became the biggest challenge I ever faced.

The amount of homework sent from my 
son’s school was hard to keep up with. 
I found myself staying up until the wee 
hours of the morning most nights just to 
get my course work done. It was mentally 
and physically draining and I found myself 
wanting to give up just to relieve the level of 
stress and exhaustion that I was feeling on a 
day-to-day basis.

I persevered and last May sat three 
written exams at my dining room table 
over three days.

Balancing the demands of work with childcare and home 
schooling is one of the many challenges facing our colleagues 
during the pandemic.
Lucy Hartlebury-Forman, RVN at Haven Vets in Hull, discusses the 
tears, tantrums and triumphs of the past 12 months, and how she 
came through it all with distinction…

During these exams, my son watched the 
first three Star Wars films and repeatedly 
hit me over the head with a toy light sabre, 
despite the bribes, snacks, and desperate 
pleas for undisturbed peace. 

By some minor miracle, I managed to pass 
the exams and returned to work at the end 
of my furlough leave in July. I found revising 
for my practicals difficult due to not having 
time to revise at work and then having to 
home school on my days off. 

Thankfully, I somehow managed to pass 
and felt relieved that the first qualification 
was complete. Now I just had the final 
integrative module to get through to gain 
Advanced Nursing accreditation. This went 
fairly smoothly despite the third lockdown 
in January and having to sit my practical 
VIVA exam in my bedroom via Microsoft 
Teams, with my laptop balanced on top of 
my chest of drawers.

I qualified in February 2021 with a distinction 
and I sometimes find it strange to think that 
it’s all over. My life for the past two and half 
years has been dedicated to college work 
and home schooling and now I can actually 
focus on other aspects of my life.

So, whether you’re a student veterinary 
nurse looking to start your first year of 
nursing, or a qualified person looking 
to start a diploma or certificate, you are 
probably asking yourself if you can juggle 
homelife, work and studying. 

 
 
 
 
Hopefully, my experience will provide 
an insight into what your life might be 
like should you choose to enrol onto 
your chosen course. It may be the most 
challenging thing that you will do, but as 
long as you have determination, courage, 
and a good support network to help you 
out when you feel like throwing your laptop 
out of the window (I did many times), you 
will get through it.

Lucy attended Myerscough College, 
before returning to complete the HECVN 
and DipAVN. She works at Haven Vets and 
enjoys perioperative patient care, lab work 
and clinical coaching. She hopes to gain 
more knowledge on anaesthesia and provide 
in-house CPD for veterinary professionals. 

The challenges of home 
schooling and studying became 

purely a survival act. 
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Going for gold! VetPartners receptionists are boosting their skills

Now many are boosting their skills 
by earning fully accredited status with 
the British Veterinary Receptionist 
Association (BVRA).

The prestigious Companion Animal 
Accredited Veterinary Receptionist 
Awards enable receptionists to train 
in all aspects of the role, including 
greeting clients, customer care, 
clinical awareness and dealing 
with emergencies.

There are three levels – bronze, silver 
and gold – and our receptionists are 
blazing a trail within the veterinary 
industry.

Our gold standard receptionists 
are Emma Harrold from Ashfield 
House Vets; Heather Beaumont from 
Broughton Vets; Fay Footner and 
Sharon Purbrick from Hale Vets;  
Kate Finlay and Margaret Morton

from Westway Vets, and Sheila 
Fleming from Galedin Vets.

Sheila, who works in Galedin’s 
Coldstream surgery, was one of the first 
to achieve her gold award and is now a 
Registered Veterinary Receptionist.

“Doing the BVRA training has 
equipped me to deal with many 
different situations,” she said.

“It is a good qualification to have 
and provides the opportunity to 
stretch yourself by learning new 
aspects of the role.”

VetPartners has partnered with 
the British Veterinary Receptionist 
Association (BVRA) to enable anyone 
working in a reception role to join 
the association.

Everyone taking up a BVRA 
membership is encouraged 

to complete the online training and 
can enjoy benefits like the annual 
veterinary receptionist conference 
and online forum.

For further information about 
joining BVRA and the training available 
contact: cpd@vetpartners.co.uk

WHETHER they’re booking in a pet for a routine vaccination or dealing with an emergency 
arrival, receptionists have one of the most demanding and challenging roles.

Unusual pets are a passion for Elisabetta
A VET who has treated everything from rabbits, guinea pigs and 
ferrets to bearded dragons, geckos and parrots has joined the team 
caring for exotic pets at Valley Veterinary Hospital.

Elisabetta Mancinelli is treating a 
wide variety of small mammals, reptiles, 
amphibians, invertebrates and birds at 
Valley Exotics, which is based at the 
hospital in Cardiff.

Elisabetta specialises in small 
mammals and is highly qualified 
to work with exotic pets. She is a 
European Veterinary Specialist in 
Zoological Medicine (Small Mammal 
Medicine and Surgery) and an RCVS 
Recognised Specialist in Zoo and 
Wildlife Medicine. 

She said: “Working with the more 
unusual pets is my passion and I enjoy 
the variety it brings. I am very excited 
to have joined the team at Valley 
Vets because as well as a depth 
of knowledge, we have specialist 
facilities and equipment dedicated 
to exotic species.”

Some of the patients Elisabetta has 
already treated at Valley Vets include 
chinchillas with dental issues, rats with 
neurological problems and a snake 
with a tumour on its tail.

THE sound of hammering, drilling and walls being knocked 
down is being heard at Charter Vets.

But there are no complaints from the team as work gets 
underway on an exciting revamp of the surgery in Biddulph, 
Staffordshire, which will improve their way of working and 
the comfort of both clients and patients.

The practice will undergo a major refurbishment, with a 
new reception and waiting area, larger cattery and consult 
room extension, as well as new windows, doors and 
air conditioning.

In May, work starts at another Willows Veterinary Group 
practice as The Laurels in Runcorn is also set for a major 
revamp. There will also be an expansion of the operating 
theatre and an extended and improved cattery, as well 

PRACTICE NEWS

Caring: Elisabetta treats guinea pigs

Excellence: Sheila Fleming with her certificate

as cosmetic improvements. There has also been investment 
in a new digital x-ray machine.

The total cost of both projects is £700,000.

Business development director Bruce Waddell said: “Both 
practice teams will see huge improvements and it will be a 
much better place to work. We are revamping everything at 
both sites and it will improve patient and client comfort.” 

Charter Vets and The Laurels are part of Willows Veterinary 
Group, which has 23 small animal practices across Cheshire, 
Merseyside, Lancashire and Staffordshire.

Boost for practice teams as they prepare for 
revamp of surgeries



WE ARE FAMILY THE TAIL - APRIL 202112

PRACTICE NEWS

Jade’s a gem!

PARK Vets administrator Jade Emery has 
proved she’s a super student by achieving her 
Veterinary Practice Administration Certificate 
and embarking on a Master’s degree in business.
Jade, who has been part of the Park Vets team in Cardiff 
for four years, was awarded the certificate by the Veterinary 
Management Group after boosting her knowledge in 
finance, marketing, HR and office procedures.

Jade said: “I really enjoyed doing the course because 
it has given me new skills and I now have a much better 
understanding of all the different aspects of running 
a veterinary practice.”

Studying proved to be so rewarding that she has 
enrolled onto a three-year, part-time Master’s degree at 
the University of Wales Trinity St David.

Jade was encouraged to aim for both qualifications by 
Park Vets clinical director Emma Hollingworth.

Jade added: “I’m looking forward to improving my knowledge 
in business, which will be beneficial in my current role and 
should open up new career opportunities for me. My dream 
role would involve helping veterinary practices embrace 
new technology and strategies that increase growth.” 

A FLAGSHIP veterinary hospital for 
Kettering is a step closer now work has 
resumed on the £1.3 million project after 
a delay due to Covid-19 restrictions.
Northlands Veterinary Hospital in Station Road has been 
designed to meet the needs of poorly pets, from cats and 
dogs to bunnies, guinea pigs and hamsters.

When it opens its doors this summer, the three-storey 
hospital will benefit from four operating theatres, three 
separate wards for cats, dogs and exotic pets, a diagnostic 
lab, a large waiting room with dedicated areas for cats 
and dogs and four consulting rooms.

There will also be a bereavement room for owners facing 
a difficult decision, medicine dispensary, laser therapy 
treatment room, general office space, client toilets, 
night-team accommodation and outside exercise yard.

Karl Walker, Northlands practice manager, said: “I am 
delighted that work to complete the hospital has resumed. 
The hospital will provide much improved facilities for pets 
and their owners, and a vibrant, modern working 
environment for members of our team.”

The building will be a new home for the current 
Northlands hospital in the town and its local sister practice, 
The Avenue Veterinary Clinic, which are merging. Northlands 
Veterinary Group also has five other veterinary surgeries 
across Northamptonshire, including a specialist cat 
and rabbit clinic.

Happy: Clinical director Hans van der Hoven and practice manager Karl Walker at site

Six of the best for Willows!
WILLOWS Veterinary Group is celebrating after six 
practices were successful in the Best UK Vet 2021 Awards, 
after achieving the most top-rated client reviews over 
the past 12 months.

Vet practices across the UK took part, encouraging 
clients to leave reviews on www.VetHelpDirect.com 
and www.Any-UK-Vet.co.uk. 

The awards reflect practices dedication to customer 
service and outstanding care, with their four and 
five-star reviews. 

Willows Veterinary Hospital was crowned Best Vets 
in Cheshire, Acorn Veterinary Centre won the Merseyside 
title, Manchester Vet Centre won Best in Lancashire and 
Charter Veterinary Surgeons in Newcastle-under-Lyme 
took the Staffordshire title.

The Firs Veterinary Surgery won Best Small Veterinary Practice 
and Ashbrook Equine Hospital won Best Equine Vet.

Willows Veterinary Hospital, The Firs Veterinary Surgery 
and Acorn Veterinary Centre were all voted into the Top 
25 vets in the UK.

Well done: Jade is set to continue her studies after success

Celebration: Willows Veterinary Hospital was crowned Best Vets in Cheshire

Joy as Northlands work resumes

http://www.VetHelpDirect.com
http://www.Any-UK-Vet.co.uk
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HANDLING end-of-life care with compassion 
and understanding is one of the greatest gifts 
veterinary teams can give a grieving owner.
Euthanasia is the second highest most performed 
procedure in practice and more than 80% of pets will end 
their life this way.

Accessing training could not be easier as the company 
providing the training is now part of VetPartners.

Compassion Understood is part of Pet Cremation Services, 
which joined VetPartners this spring, and has a national 
network of 14 pet crematoria providing a cremation service 
for the clients of UK veterinary practices.

They deliver bereavement training for veterinary 
professionals through Compassion Understood.

Sarah’s studies reap success

SARAH Wyatt of Hale Veterinary Group is 
celebrating achieving the Veterinary Practice 
Administration certificate.
Sarah is a familiar face to local pets and their owners as she 
has worked at Hale Veterinary Hospital in Chippenham for 
seven years. She joined the hospital as head nurse, rising 
to the role of practice manager in 2019.

Well done: Studying has boosted Sarah Wyatt’s confidence

Caring: Wilson Vets receptionist Jane Bainbridge with their three certificates

Handling sad time 
with compassion

Her recent studies boosted her knowledge in IT, finance, 
marketing, personnel, customer care and office procedures. 
Sarah said it has equipped her with additional skills to help 
the practice run smoothly, which will benefit clients and their 
poorly pets, plus the seven team members she manages. 

“The skills I’ve learned through studying for the certificate 
will help me strengthen the bond we have with our clients 
and their pets, to ensure they have an excellent experience 
when they visit us,” she said. “It will also help me support 
my colleagues in developing their own career paths.”

Sarah studied for the qualification with the Veterinary 
Management Group and was encouraged to further her 
knowledge by VetPartners.

Sarah said one of her favourite aspects of the course was 
marketing, and she will be using her enhanced skills in this 
area to share the news about Hale Veterinary Hospital’s 
laparoscopy facilities.

Animal lover Sarah has her own mini zoo, and shares her 
home with a cat, three dogs, three rabbits, a tortoise and 
a parrotlet.

Hale Veterinary Group has a small animal hospital 
in Chippenham and branches in Calne, Corsham and 
Melksham, plus an equine practice.

Many of our practices have completed various levels of 
accreditation – bronze, silver, gold and platinum – and others 
are encouraged to register. 

Managing Director Glenn Tuck said: “We’ve worked with a lot 
of VetPartners practices and found they have got a lot out of 
the training as we’ve received excellent feedback.

“Through our online training framework, we help practices 
formulate policies around end-of-life care, as well as empower 
members of the practice team to communicate sensitively 
and knowledgeably with their clients.”

PRACTICE NEWS

Full access to all modules will now be available to 
all team members, with no charge passing to the 
practice for this training. 

All practice teams are encouraged to work through 
the training as it can really help them feel confident 
during end-of-life discussions, and ultimately provide 
the best support we can during this sad time for our 
clients. 

From 29th April you will receive an email to your work 
email address inviting you to log in to the Compassion 
Understood training resource.

For more information on the training, visit:  
www.compassionunderstood.com
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EQUINE NEWS

Campaign to wear hats makes horse sense
VETPARTNERS is launching a campaign to encourage 
equine vets, nurses and all horse handlers to wear 
safety helmets when working with horses.

Colleagues at our equine practices have been 
provided with hard hats to wear when conducting 
certain procedures.
Between May 17th-21st, VetPartners will be raising awareness 
of the importance of wearing helmets to team members who 
handle horses and offering online training through VetPartners 
Learning, our new LMS.

The safety campaign, called Hat Hair - Don’t Care, has seen 
VetPartners team up with hat manufacturer Charles Owen 
to provide practices with helmets and silks branded with 
individual practice logos.

Anyone handling a horse at a VetPartners equine or mixed 
practice is encouraged to wear head protection when:

• Leading horses

• Holding horses for veterinary examinations or 
procedures, including lameness workup

• Lungeing horses

• Grooming or picking out feet

• Turning out horses in paddocks

• Clipping, shoe removal, administering injections 
and nasogastric intubation

• Loading and assisting loading

Vets are also urged to consider wearing head protection as 
standard for swabbing stallions or any procedure involving 
a stallion’s reproductive organs, hind limb nerve blocks and 
injecting horses of known or declared poor temperament.

According to a survey by the British Equine Veterinary 
Association (BEVA) in 2014, being an equine vet is the most 
dangerous civilian occupation. We are running this campaign 
to support and encourage our equine teams to stay safe and 
wear a helmet.

VetPartners Equine Executive member Carrie Goodbourn, 
who is overseeing the campaign, said: “Head injuries are sadly 
a high risk for vets and nurses in practices and they occur in 
all sorts of circumstances. People can be seriously hurt, and 
in some cases, suffer life-threatening injuries, so the health 
and safety of our colleagues has to be top of our agenda.

“In other professions and disciplines within the equine 
industry, the wearing of hard hats has for a long while been 
accepted as the norm and a mandatory safety requirement. 
In taking these steps, we are aligning ourselves with leading, 
respected organisations like the British Horse Society, which 
has been active in advocating the wearing of hard hats for 
many years.”

Safe: Hale Vets clinical directors 
Anna Quiggin, left, and Emma Ridgway 
wearing hats to perform upper 
airway endoscopy 

 
Helena canters off with career qualification

HELENA Dunlavey has cantered through a course of studies to achieve 
her Veterinary Practice Administration Certificate.

Helena, an administrator at West Sussex 
equine practice Mayes & Scrine, cleared 
nine topics including HR, finance, IT, 
customer care, ethics and marketing to be 
awarded the qualification by the Veterinary 
Management Group.

“The course was a brilliant introduction 
to all of the aspects involved in running 
a veterinary practice,” she said.

“It helped me learn more about the areas 
my role already covers, and it has given 
me the confidence to take on new 
responsibilities, too.”

As well as proving to be a star student on 
the course, Helena shared her knowledge 
to help update one of the certificate’s 
workbooks for equines and large animals.

She is also working towards her Accredited 
Veterinary Receptionist Awards through the 
British Veterinary Reception Association 
(BVRA) and was recently awarded the 
bronze level.

VETPARTNERS has formed a partnership 
with the UK’s largest equine charity, the 
British Horse Society (BHS).
Our equine vets are contributing articles to the BHS website 
on a variety of horse health topics, from mud fever to rain 
scald and grass sickness to colic.  

The BHS has over 117,000 members including leisure riders, 
competitors and industry professionals, and aims to educate 
owners and riders and improve standards of horse welfare. 

Its website is often the first port of call for horse owners 

seeking trustworthy information.

Julian Rishworth, VetPartners equine director, said: “As the 
BHS is the largest equine charity in the UK and VetPartners has 
the largest group of equine practices in the UK, we see it as a 
natural fit for us to work together wherever possible to promote 
our mutual aims of improving equine welfare.”

Gemma Stanford, director of welfare at the BHS, added: “Our 
campaigns have equine welfare, education and safety at their 
core which mirror the values of VetPartners and we are excited 
for opportunities this collaboration will bring.”

Joy: Helena is proud of her certificate

Our equine vets are made of the write stuff, says BHS
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FARM NEWS

THEIR fluffy coats make them commercially 
profitable, while their cheeky charm has resulted 
in them becoming popular companion animals.
But the appeal of alpacas and llamas has not always 
extended to the farm vet world, according to Ami Sawran, 
clinical director at Westpoint Farm Vets in Chelmsford.

Ami has long championed camelids – and it’s nothing to do 
with those super-cute faces that never fail to make her smile. 

“There is a growing population of camelids and it makes sound 
business sense for practices to see them as a new revenue 
stream,” she said. 

“They are also production animals, bred for their fleece as 
they produce high quality fibre, and farm vets should have a 
hand in their care.

“They suffer from many of the same infectious diseases noted 
in cattle and sheep, which farm vets are already equipped to 
deal with. Bringing infectious disease discussion to the table 
with camelid clients should form part of national disease 
surveillance and eradication programmes.”

Ami has carved a niche with her knowledge of camelids 
- roughly 50% of her clinical work involves alpacas.

Whole team approach to lame dairy cows
PROJECT FEET was launched by VetPartners to 
better understand attitudes towards recognising 
pain in dairy cows and treating it through the 
whole mobility healthcare team. 
We’re looking for people who work with lame dairy cows to 
complete a short questionnaire on what you think of certain 
conditions and how you approach the treatment of various 
diseases. 

Foot Trimmers: 
https://www.surveymonkey.co.uk/r/ProjectFEETTrim

Veterinary Technicians: 
https://www.surveymonkey.co.uk/r/ProjectFEETTech

Veterinary Surgeons: 
https://www.surveymonkey.co.uk/r/ProjectFEETVet

Alpacas crackers: Ami is a big champion of camelids

No llama drama for Ami The VetPartners Camelid Special Interest Group has 
developed resources to help practices in encounters with 
alpacas and llamas.

Ami said: “It may excite or daunt vets to know that camelid 
client numbers are increasing in the UK. In the changing 
landscape of farming and agriculture, camelid clients present 
a commercial opportunity for all of our practices that cannot 
be ignored.  

“We want to support VetPartners colleagues by giving them 
tools to improve knowledge, skills and grow their camelid 
client base. Camelids have historically fallen into the grey area 
between posh farmed livestock and funny looking equines, 
with clients reporting that vets are less equipped to deal 
with their quirks, and we hope as a group to change that.”

For CPD requests, you can contact the SIG 
CBPACAMEL@vetpartners.co.uk or Ami directly at 
ami.sawran@westpointfarmvets.co.uk

Watch out for our national effort to run camelid 
plasma drives.

VetPartners Learning has copies of all of the PACB 
information on camelids and recordings of the camelid 
business meetings run by Ami in March. 

https://www.surveymonkey.co.uk/r/ProjectFEETTrim
https://www.surveymonkey.co.uk/r/ProjectFEETTech
https://www.surveymonkey.co.uk/r/ProjectFEETVet
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WELLBEING

From legal advice to hot-stone massage, Health Shield can help
THE global health crisis has had a profound impact on 
everyone and we want to provide you with as much support 
as we can during this time.

One of the ways we support colleagues is through 
the Health Shield, which is available to the majority of 
VetPartners employees.

Health Shield provides cashback on a range of tailored 
benefits, from dental and optical care to counselling and 
cognitive behavioural therapy and a range of wellbeing 
treatments like hypnotherapy, reflexology, hot-stone 
massage and Indian head massage.

Their 24/7 helpline offers practical information and emotional 
support for issues relating to family, bereavement, trauma, 
relationships, stress, personal legal information, tax information, 
medical information, money management, 
alcohol/drugs and debt support.

To access these services and more, go to https://members.
healthshield.co.uk/memberMP/LoginMember.aspx and log in. 

If you have forgotten your user ID or password, you can reset 
these by following the on-screen instructions.

Through the Health Shield, you can tap into further resources 
from Thrive, which offers free access to their NHS-approved 
mental wellbeing app, with a range of mindfulness tips, tools 
and techniques. 

For more information on Thrive, visit their website: 
https://thrive.uk.com/

Use the code HSEAP+305896 to download the app.

Bag a 
bargain 
like Emma
SAVVY shopper 
Emma Dugdale 
loves a bargain 
so loves all 
the perks 
and benefits 
she gets from 
Health Shield.

“Health Shield is a fantastic 
benefit, with so many ways 
to seek support, improve 
your wellbeing or simply get 
discounts on your shopping,” 
said Madeline.

“You can even save money 
on your weekly shop at 
Tesco, Asda or Sainsbury’s!”

Madeline, who works at 
VetPartners’ headquarters in 
York, has enjoyed some great 
benefits, using the Perks 
found at 
healthshield.xexec.com

As she’s been working 
from home throughout the 
pandemic, she has received 
discounts of up to 30% on 
outerwear from major brands 
like Adidas and Reebok.

She also saved on a new 
washing machine and oven 
– and even a wardrobe from 
IKEA.

But the biggest benefit of 
all was seeking support for 

her own wellbeing by using 
the Health Shield’s Employee 
Assistance Programme 
(EAP) on the main site 
www.healthshield.co.uk

With no NHS waiting 
list, she received eight 
counselling sessions, which 
have left her much more 
confident and positive.

Madeline added: “Everyone 
has challenges, whether 
it’s anxiety, a particular 
worry, a relationship issue or 
something work-related. I’m 
a huge advocate of the EAP 
service as it provides a quick 
response and space to talk 
about whatever is bothering 
you. 

“It’s also flexible to your 
availability so I had my 
sessions at 8am on a 
Saturday. I’m approaching 
my eighth session and now 
feel equipped to move 
forward on my own.”

FROM receiving a 
discount on a new 
washing machine 
to speaking to a 
trained therapist, 
HR projects 
administrator 
Madeline Waller 
has been impressed 
by the benefits of 
Health Shield.

Madeline is dressed for success 

Emma, who is customer 
service trainer at Willows 
Veterinary Group in 
Cheshire, has so far received 
£270 in cashback on dental 
treatment, new glasses 
and prescription fees.

Now she’s looking forward to 
lockdown easing so she can 
treat herself to acupuncture 
and reflexology.

Emma said: “It is great to 
treat the family for less just 
by doing what I would have 
done normally.

“I have saved money on a 
new tumble dryer, gifts and 
my regular food shops. I 
even tried Gousto and Hello 
Fresh to save time and try 
new foods with 40% off my 
first few boxes.

“We have also booked Haven 
family breaks to enjoy, saving 
nearly £200.”

Emma is so passionate about 
the benefits of Health Shield 
and, as wellbeing champion 
for her practice, she put 
together a 30-minute video 
to show colleagues how to 
use the platform and talk 
through the various benefits, 
including how to access 
the 24/7 helpline and 
other support services.

Emma added: “I am very 
familiar with the Health 
Shield now and have been 
happy to give advice to 
colleagues on where to go 
to get the help and support 
they need. It is worth trying 
a new therapy or treatment 
for your wellbeing once – 
you have nothing to lose 
and may even get 
treated quicker.”

Happy: Madeline now feels confidentPerks: Emma loves a bargain

http:////members.healthshield.co.uk/memberMP/LoginMember.aspx 
http:////members.healthshield.co.uk/memberMP/LoginMember.aspx 
https://thrive.uk.com/
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How embracing diversity will help us all to thrive

Embracing diversity and providing 
equality helps to promote a work 
culture that values talent beyond 
stereotypes, helps people reach their 
potential and can improve productivity 
and efficiency.

VetPartners invited 50 colleagues from 
across the group, including practice 
managers, clinical directors and central 
team members, to attend a training 
session on equality, diversity and 
inclusion.

A video of the training session is now 
available on VetPartners Learning, our 
online training library.

The aim of the session was to 
support colleagues to:

• Identify what equality and 
diversity is in society, the 
community and the workplace

• Understand the effects of 
prejudice, stereotypes, labelling 
and discrimination.

• Appreciate the use of appropriate 
language and the way people may 
describe themselves. 

• Understand the benefits of 
having diverse communities 
and workplaces but recognising 
inequalities that can occur.

• Identify the principles of the 
Equality Act 2010

The link to the training, along with 
further resources, can be found on 
VetPartners Learning in the 
mangers toolkit section: https://www.
vetpartnerslearning.com /course/view 
.php?id=166

CREATING workplaces where everyone can be themselves and work without exclusion or prejudice, 
whether it is relating to their age, ethnicity, gender, culture, language, disability or sexuality, goes 
right to the heart of VetPartners.

Squirrel will stop you going nuts over paperwork!
VETPARTNERS has launched a new compliance 
IT system that makes it easier to keep track 
of paperwork in practice. 

Squirrel, the online sustainability, property and health and 
safety management tool, goes live on April 26th.

Clinical directors and practice managers will receive an 
email from tillr.io inviting them to log into Squirrel for a short 
introductory virtual tour and mini training videos. Other 
colleagues will receive their logins next month.

Squirrel is an online platform that stores your practice’s 
health and safety, property and environmental compliance 
information. You can fill out forms, set reminders, and upload 
and download important documents for your practice. 

Eventually, you’ll be able to see custom reports that give you 
an overview of completed and outstanding tasks, making it 
easier to manage compliance in practice.

The aim of the new platform is to make compliance quicker and 
easier. Tasks can be done on computers, tablets or smartphones, 
saving time on scanning documents and providing helpful 
reminders. Everything is stored securely in digital form.

Once you’ve logged in, bookmark the Squirrel website so 
you can easily access it again later. There’ll also be a link to 
Squirrel on VetNet.

Any queries and feedback can be sent to: 
squirrel@vetpartners.co.uk

VETPARTNERS NEWS

Everyone’s opinion counts - so let us know!
HERE at VetPartners we have a 
culture of warmth and belonging, 
where we value everyone’s opinion. 
What you think about VetPartners 
matters to us.

Whether it’s about wellbeing, pay and 
benefits, personal growth, your team or 
leadership of the group, colleagues have 
the chance to share how they feel.

VetPartners is launching an employment 

engagement survey to measure, 
recognise and improve levels of 
workplace engagement. 

By participating, it will help us to 
understand what we are doing well, 
and what we might be able to 
do better.

Best Companies, who are running 
the survey, won’t share individual 
responses with us, so everyone is 

welcome to be open and honest 
with feedback.

All employees will receive an invite 
from Best Companies by email to 
complete the survey.

The survey will be launched on May 4th 
with a two-week window to complete it 
and we will let you know what we’ll be 
doing in light of the findings.
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Quality Improvement – making things 
better together

DR RACHEL DEAN 
DIRECTOR OF 
CLINICAL 
RESEARCH AND 
EXCELLENCE IN 
PRACTICE

TIM SHEARMAN 
DIRECTOR OF 
REGULATORY & 
PROFESSIONAL 
AFFAIRS

Who’s who?
CO-CHAIRS OF CLINICAL BOARD

Director of Clinical Research and 
Excellence in Practice: Rachel Dean

Caroline Scobie 
Westway (Chair of Small Animal 
Clinical Board)

Tamsin Harris Bryant 
Penbode (Chair of Production 
Animal Board)

Russell Parker 
Liphook (Chair of Equine 
Clinical Board)

Director of Regulatory and 
Professional Affairs: Tim Shearman

MEMBERS OF CLINICAL BOARD

Jo Malone 
CEO

Rob Williams 
(Head of Organisational Development)

Victoria Fyfe 
Practice Standards Manager

Greg Dixon 
Valley Vets (Chair of the Ethics 
Special Interest Group)

Who is involved in Quality Improvement?

We all are. To undertake QI that really 
makes a difference, we need to involve the 
whole practice team and our clients. QI 
isn’t about making individuals better, it is 
about making ‘the system’ better. This is 
why the clinical boards and special interest 
groups include nurses, vet techs, client 
support team members, practice managers 
and individuals with other diverse roles 
in our businesses as well as vets. We all 
have a key role to play when it comes to 
ensuring our clinical services are the 
best they can be.

How do we undertake Quality 
Improvement?

The good news is you already are! It 
is about discussing clinical cases and 
processes as a whole team, or just two 
of you over a coffee, whenever you think 
about how something could have been 
done better or differently. Talking together 
about what we do clinically, in practice 
and across the group, is the cornerstone 
of Quality Improvement.

What types of Quality Improvement 
activities can we do?

2020 certainly challenged our ability to 
have clinical discussions and undertake 
a lot of QI activities. However, the good 
news is that in late 2019 and early 2020 we 
undertook a survey of all our practices and 
at that time over 90% of you were having 
regular clinical meetings in some shape or 
form. In addition, over 60% were talking 
about significant events, errors and near 
misses, with 25% having morbidity and 
mortality meetings (see the QI demystified 
box). Throughout the pandemic some 
teams adjusted these activities to enable 
them to continue, whilst others had to 
stop. As the world changes again there 
will be more opportunities to re-start or 
re-invent new ways of undertaking 
these activities.

CLINICAL BOARD

This year the Clinical Board will continue to 
support our practices to undertake Quality 
Improvement (QI) activities. It is a really 
positive thing to do for us, the animals 
we treat and our clients. 

What is Quality Improvement?

QI is the process by which we make sure 
the care and services we are giving are 
the best they can be. The clinical activities 
across VetPartners practices are excellent 
but QI activities help us make them even 
better by making us more consistent, 
current and efficient.

Lots of complicated language is used 
when talking about QI (see the QI 
demystified box), however, it is simply 
looking at how we do things every day and 
wondering about how we can make them 
better - a bit like solving the problems 
of the animals, herds and flocks we treat 
every day and making them better. The QI 
infographic shows the steps of the process 
in very simple terms and we have given an 
antibiotics example at the end.

What  
needs 

improving?

How good 
are we now?

How do we  
improve it?

Did it make 
a difference
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QI demystified:
Clinical meetings: These are when the clinical teams (colleagues who treat animals or talk to clients/customers) meet 
specifically to discuss clinical cases or processes, new drugs, CPD, etc. 

Significant event meetings: This may be a separate practice meeting or part of a clinical meeting when the team discusses 
something that didn’t go to plan or nearly went wrong that was potentially in our control/avoidable. They are also a chance 
to talk about things that went really well so they can be repeated.

Morbidity and Mortality: These meetings are used to talk about cases that have unexpectedly died or needed to be 
euthanised, and unusual cases that the team need to be aware of.

Clinical audit: This is the process of measuring how we are currently doing something and then we can decide if it needs 
improving or not. It assesses the ‘how good we are now’ part of the QI cycle.

The most asked questions (that aren’t about vaccination!) to the Clinical Board via email, SIG activities, the horse’s mouth surveys 
and roadshows are about antibiotics. It is clear the whole VetPartners team want to get better at prescribing, dispensing and using 
antibiotics (in ourselves and our animals) to make sure we use the right antibiotics, at the right time and don’t over-use them. 
So, this is where we plan to begin.

Over the next two months or so we will be creating resources and simple systems to help us start to examine how we can improve 
our antibiotic stewardship. If you already have systems/activities in your practice that have helped you reduce/rationalise the use of 
antibiotics then please let us know by emailing us at QI@vetpartners.co.uk. There may be a prize for the first person who uses this 
email address and says, ‘after reading about QI in the Tail….’

By Jonathan Anderson  
BVM&S, DipACVS, MRCVS 
Rainbow Equine Hospital

EMERALD, an 11-year-old Irish Draught 
mare, was referred from Minster Equine 
Vets to Rainbow Equine Hospital 
displaying mild colic symptoms, a dull 
demeanor and reduced faecal output.

She was initially diagnosed with an 
impaction of her colon, which was 
managed successfully over the course 
of 24 hours with fluid therapy.

However, she continued to appear dull 
and was noted to never raise her head 
and neck above the horizontal, even 
when she was feeding.

It was noted that she was swollen around 
her poll area and, on closer evaluation, she 
was not able to turn her head round to the 
side without real difficulty and was noted 
to be mildly ataxic when walked out.

Radiographs of the head and neck 
demonstrated that she had completely

luxated her first and second cervical 
vertebrae at the top of her neck. 

A head and neck CT myelogram was 
performed under general anaesthesia 
confirming the luxation as well as the 
spinal cord being compressed. This 
injury has never been treated surgically 
in an adult horse before but following 
from a recent case report of surgical 
correction in a yearling the surgical team 
at Rainbow, along with Emerald’s owner, 
decided to attempt to replace and 
re-align C1 & C2 and stabilise 
the articulation. 

Emerald underwent a four hour surgery 
with the Rainbow surgical team and a 
total of 11 screws and a special T-shaped 
plate were placed to correct and stabilise 
the neck. 

Emerald recovered well from anaesthesia 
with head and tail ropes assisting her

to her feet and after she walked back 
to her stable she was noted to be lifting 
her head into a more normal position.  
After 6 days of intensive care, Emerald 
was doing so well she was able to be 
discharged to continue her rehabilitation 
at home. Following a specially tailored 
rehabilitation programme Emerald has 
exceeded expectation and now, six 
months later, is starting back into ridden 
exercise. For the veterinary teams at 
Rainbow and Minster, for the owners and 
especially for Emerald this pioneering 
surgery has been a great success story 
and demonstrates just what can be 
done to help adult horses who suffer 
this life threatening injury.

Emerald was referred to Rainbow

CASE OF 
THE MONTH

Laterolateral radiograph of C1-C3 
with a metal plate and screws 
bridging the C1-C2 junction; the 
Dens of C2 is blunted, however 
the vertebral canal is well aligned

Ventrodorsal radiograph of C1-C3 with the metal plate and 
screws bridging C1-C2 with the evident transarticular screws 
between C1 and C2 also visible



LEARNING & DEVELOPMENT UPDATE

WITH 
ROB WILLIAMS

VETPARTNERS LEARNING was launched across VetPartners in 
early February and we have had lots of traffic to the platform 
over the past eight weeks.

If you haven’t logged on yet, VetPartners Learning is an online 
learning platform and allows you to access a library of training 
and development materials relevant to your role. It’s like a library 
you can simple browse through to find something of interest or 
access to find a specific learning resource. 

There are regular uploads of new content and we’ve recently 
added training related to Pet Health Plans.

https://www.vetpartnerslearning.com/course/view.php?id=177 

The series of weekly farm clinical club webinars are available as 
recordings for those that miss the live event or wish to watch again.

https://www.vetpartnerslearning.com/course/view.php?id=135

During May we have a number of interesting resources 
coming, including:

• Hard hat training for our equine teams

• An extensive suite of health & safety and governance training 
for all colleagues

• The first of many learning resources from the Clinical 
Board on Quality Improvement to help all of our clinical 
teams improve the care they deliver together

• We are also working in conjunction with many of our 
suppliers to develop interesting and useful clinical content. 
MSD has provided a useful resource on immunology and we 
will launch a series on vaccinology in the coming weeks. As a 
20-year qualified vet I can now say I finally understand how 
vaccines work having reviewed all of the content!

We also have an extensive library of personal, management 
and leadership development content from a leading international 
provider of learning content. HF content is well worth a look, it is 
engaging and interactive and delivered in manageable 
‘bite-sized’ resources.

HF content can be reached via: https://www vetpartners 
learning.com/course/index.php?categoryid=53
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What they say about 
VetPartners Learning
I really liked the courses in mixed media formats, I spent 
hours doing them and could spend hours more. They are 
simple, engaging, thought provoking and really useful 
for everyone. I have sleep problems and I have read up 
tons of stuff on this and I learnt new things today on 
the Helmsley Fraser platform. I think it’s excellent.” 

Honor Etherington, Clinical Director, Hadrian Vets

I think the whole system looks great and is really easy 
to navigate. I especially liked the fact that you could 
scroll to the top of the page and choose to go back to 
courses, and then SA, and then dashboard (for example) 
so that you know exactly where you’re going and don’t 
have to keep going back to the main page. 

Sarah Magill, Operations Support, Central Team

BUSINESS SUPPORT UPDATE

 
IF I said to you “let’s have a meeting” what 
comes to mind? Are you mad, sad, or glad 
of the opportunity? 

To collaborate as a team in the successful 
running of your practice, having regular 
meetings planned can really help you but 
the key is to keep them diarised, regular 
and short. 

At Uplands Way Vets, the team identified 
that communication could be improved, 
so together we started the process with 
a training plan to review the opportunities, 
followed by diarised weekly management 

meetings and regular one-to-one or hub 
meetings. Realistic volume of content and 
timing of the meetings were also key for 
successful engagement with their busy team.

Some top tips we used were:

• To set some rules of engagement and 
come with solutions not complaints. 
This can take time to establish a flow. 
If we disagree, we do it respectfully 
and value opinions.

• Set up a suggestion box for agenda 
items so that it’s collaborative. Share 
who runs the meeting on a rota basis. 
Create action points that someone has 
ownership and accountability for.

• Uplands Way Vets set up hubs, 
including vets, nurses, receptionists 
and species, then had one 
representative from each group at 
the meeting to share insights. They 
took the floor in turn to raise any 
concerns/queries and had an 

agenda for their team. If not relevant 
to the whole management team they 
raised the issue in the most relevant 
team meeting or with the CDs directly.

• Meetings don’t always have to be 
formal, so introducing fun relationship 
building activities can be beneficial.

Plan and prepare what you want to get 
from the meeting and then reflect with the  
leadership team about what went well and 
what they would do differently next time.

If you need help with making your 
meetings more effective, please contact 
the BSM team through your BDD.

WITH 
SARAH WILMOT

https://www.vetpartnerslearning.com/course/view.php?id=177 
https://www.vetpartnerslearning.com/course/view.php?id=135  
https://www vetpartners learning.com/course/index.php?categoryid=53
https://www vetpartners learning.com/course/index.php?categoryid=53
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Family of practices caring for each other

We invited you to tell us how you were 
promoting our HALT campaign within your 
practice and we have been delighted by 
the response and by all the ways in which 
you are looking out for your colleagues. 

HALT is an acronym used to remind us 
to stop and assess our basic needs when 
we feel upset or not quite ourselves. It is 
a reminder to HALT and ask ourselves if 
we are Hungry, Angry, Lonely or Tired as 
these basic needs could be having a big 
impact on how we feel, react to situations 
or just on our general wellbeing.

Everyone that participated in promoting 
our HALT campaign was put into a draw 
and the winners randomly selected. Our 
three lucky winners received a hamper of 
goodies to share with their colleagues.

Winners
Willows Vet Group - launched their own 
internal campaign called ‘Hydrate by a 
date’ which links to our HALT campaign 
and encourages a healthier lifestyle. Emma 
Dugdale, who works in their training and 
development team, also filmed a video 
explaining how she is personally using the 
Health Shield and the wellbeing benefits, 
resulting in an increase in uptake and 
downloads of the Thrive app.

Kings Bounty Equine - Vet Liz Frew 
bought a book for the practice’s other two 
vets about looking after your own and others 
physical and mental health, an uplifting and 
thoughtful gesture.

Hampton Vet Centre - Their wellbeing 
champion Helen Peel prepared goodie bags 
for colleagues containing beauty products 
and treats, highlighting the importance of 
taking time for yourself.

Trust: Ben with his military working dog Sky on a 
training exercise

From Helmand province to recruitment

But Ben Burrell leads a double life as, 
when he isn’t working as our recruitment 
administrator, he is a reservist soldier for 
the 1st Military Working Dog Regiment.

In his part-time role, he handles and 
trains a variety of dogs for the military. 
He has even served on operations and 
exercises abroad.

Ben said: “During my military career I have 
been lucky enough to go to a variety of 
different countries, including Gibraltar, Italy, 
Cyprus, Northern Ireland and Canada, and 
experience diverse cultures.

HE’S known across VetPartners 
for his support to southern 
practices in their recruitment 
of vets and nurses.

“I have also served on active frontline 
duty, most notably in Afghanistan in 
2012 and 2013. I served with the Duke 
of Lancaster’s Regiment in Helmand 
Province, one of the most notorious 
conflict zones in the country. I have also 
been part of UN peace keeping operations.”

In 2015 he received a Soldier of the 
Year award for his regiment for services 
to recruiting and training. He also holds 
a Force Commander’s (4-Star General) 
commendation for services in the 
United Nations.

In his current military role, Ben trains 
troops and specialises in Skill at Arms, 
instructing in multiple weapon systems 
used by the British Army today.

As a dog handler, he looks after all 
aspects of dog welfare, from basic 
husbandry through to treatment and 
is even able to provide life-saving 
emergency care. 

“Once a bond is made with the dog, they 
will protect you with their life,” he said.

Our practice teams have been 
pulling together by helping each 
other through the challenges of 
the pandemic.

Client gets himself 
in a right lather!

Elspeth, who has worked at Oak Tree 
Vets in Edinburgh for 17 years, said: “I 
love my work and we are very much 
a family here. I always say we laugh 
together, cry together, fall out and 
make up like any family.”

Here is her funny story…

So, a client sent his relative to collect 
the dog’s medication. Relative phoned 
from the car park and I placed the 
medication in the collection point. 
Relative finally appears and I pointed 
to the medication. “Ah,” says he and 
proceeds to open the bottle and rub 
the contents vigorously into his hands 
looking very pleased with himself. I 
then pointed out that this was in fact 
the dog’s medicated shampoo! We did 
giggle.

Thank you Elspeth, your story certainly 
made us smile. We hope you enjoyed 
spending your voucher.

If like Elspeth, you have had a funny 
encounter involving a patient or client, 
please let us know in less than 200 
words and you will be in with a chance 
of winning a £50 Marks and Spencer 
gift voucher.

Email your stories to: 
sarah.harrison@vetpartners.co.uk

SENIOR receptionist 
Elspeth Whyte has given us 
all a chuckle by sending us 
her funny story about a mix 
up that could only happen 
during a global pandemic.

Fun: Elspeth enjoys her job



COFFEE BREAK

Kate Goodes – VetPartners Practice Manager of the Year

Spotlight on...

I was completely overwhelmed to 
receive the VetPartners Practice 
Manager of the Year Award. To 
know my colleagues had taken the 
time to nominate me and put a 
video together was very humbling 
and I am very proud to work with 
such an amazing team of people. 

I have a 26-year association 
with St Peter’s Vets as I started 
working there in 1995 as a student 
nurse and qualified as an RVN 
in 1998. Back then, there was no 
Nursing Progress Log, but a little 
green book of tasks alongside 
the OSCE tasks!

I was promoted to head nurse of a growing team in 1999 and 
continued in that role in between having my two children. 

I live in Petersfield with my husband Jack and two children 
Maisie and Jacob. I enjoy exercising when I can and I am 
currently taking part in outside PT sessions with a friend 
to shift the lockdown pounds!

It was a huge decision for me when I was offered the 
opportunity to become practice manager eight years ago as 
I was so passionate about being an RVN.

However, the decision to take the role soon became the 
best one as I absolutely love what I do and I strive to make 
St Peter’s the best practice to work at. 

We all make the tea at VetPartners, so who makes the best 
cuppa at St Peter’s Vets? 

We are all grateful to be made a cuppa but my number one 
cuppa maker is my colleague Tina Mathews.

Name of first pet and what pets do you currently have? 

My first pet was a Golden Labrador called Mandy. I now 
have a Boston Terrier called Margo, a rescue cat called Princess 
Leia and two Leopard Geckos called Luna & Lexie belonging 
to my daughter. 

Best bit of advice anyone has given you?

Always treat people the way you wish to be treated.

Tell us something we don’t know about you? 

I am completely terrified of birds.

What would be your last meal? 

Starter - Hot Camembert and bread. 
Main - Scampi and chips. Dessert - Sticky 
toffee pudding and custard.

Three favourite songs

Yellow by Coldplay, Every Little Thing 
She Does Is Magic by The Police and 
Wait For Me by Kings of Leon.

Waddle you know, it’s an interesting case to quack!
IT was a case of all hands on duck when Pablo the Indian Runner came to Hale Vets in 
Wiltshire for treatment.
Pablo’s feathers were ruffled because he was suffering from sore webbed feet, but the veterinary 
team were quick to quack the case and diagnose the bacterial infection bumblefoot.
Pablo has become a regular visitor to Hale’s Melksham practice as he’s needed to waddle 
along for regular dressing changes.
Once all his treatment has been completed it will, of course, be added to his bill.

Share a laugh with us and win a shopping spree 
– courtesy of The Tail!
How would you like to win a £50 gift card for Marks & Spencer?

Email entries to: sarah.harrison@vetpartners.co.uk

Tell us about your funniest encounter with a pet or animal at your practice in no more 
than 200 words.
We’ll publish the winning entry in the next edition of The Tail and the winner will 
receive a treat on us.

Got a story to share in The Tail?
Amanda Little  
Editor

07970 198 492 
amanda.little@vetpartners.co.uk

Jo Browne 
Writer

07908 739 605 
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Sarah Harrison 
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07471 807 620 
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