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PRACTICE NEWS
QUALIFIED NURSING TEAM EXPANDS

We’re delighted to welcome not one but two new 
Registered Veterinary Nurses to the 387 Vets and 
West Midlands Cat Clinic team. 
Rachael Turner has been with us since February and, 
being qualified for 18 years, is extremely experienced 
across all nursing disciplines. As well as working in 
general small animal practice, she has also worked 
for an out of hours emergency provider and is holder 
of a Veterinary Nursing Certificate in Emergency 
and Critical Care. Rachael is as passionate about 
consulting as she is about her theatre and in-patient 
nursing. She was Feline Nurse Advocate in her 
previous job and a champion for the practice’s cat-
friendly initiatives, and has recently completed the 
International Society of Feline Medicine’s Advanced 
Certificate in Feline Behaviour, gaining distinction, to 
further her learning and client support around cats. 
Other initiatives included setting up and running 

feline and canine behaviour clinics and developing educational tools 
to help clients support their pets. We look forward to Rachael helping 
implement new initiatives here as we continue to grow.
Cody Hinton joined us exactly a month after Rachael and takes our 
qualified veterinary nursing team to a new total of eight. Qualifying 
in 2017, Cody was promoted to head nurse at her training practice 
before moving to St George’s in Wolverhampton to hone her nursing 
skills. Working in a hospital practice which also acts as an out of 
hours centre for many neighbouring vets, she gained much theatre 
and in-patient nursing experience and was one of only a handful of 
nurses qualified to administer rehabilitative laser therapy. In 2020, 
Cody was promoted to Senior Nurse at St George’s Bushbury branch 
surgery with more nurse consulting opportunity. Whilst Cody loves 
all nurse consults, she has a special interest in pet nutrition, and was 
“nutrition champion” in her previous post. Cody is currently working 
towards a Veterinary Nursing Certificate in Small Animal Nutrition to 
be able to offer even greater dietary support to your pets.

NEW FACE ON RECEPTION 
Holly Smith started with us in March as an additional 
receptionist and brings diverse customer service 
and problem-solving experience to the reception 
team. Whilst at university, Holly spent an optional 
year in business where she carried out reception 
and administration duties in addition to cold-calling, 
graduate support and team liaison. After graduating 
in Event Management with a first class degree, Holly 

became an events manager where responsibilities included working 
closely with clients and suppliers and responding to challenge and 
change at short notice. Great skills for being a veterinary receptionist! 
Holly is also a former pub shift leader where she particularly loved 
chatting and getting to know the customers. And needless to say, 
Holly also loves pets! She is proud mum to one year old cockerpoo 
Willow and is loving meeting all your four legged friends.

&

The West Midlands Cat Clinic is awarded  
Gold Cat Friendly Clinic Status
We’re really pleased to announce that The West Midlands Cat 
Clinic has been awarded Gold Cat Friendly Clinic status by 
the International Society of Feline Medicine. The accreditation 
scheme was set up in 2012 to encourage practices to look at 
ways of reducing feline stress on visits to the vets, and to make 
trips easier for cat owners too. To be awarded Cat Friendly Clinic 
status, practices need to meet set criteria applied to cat handling, 
team training, client communication and premises and facilities 
at bronze, silver or gold standard. So what does being gold cat 
friendly mean? Here are just some of the ways we work to make 
your feline friend feel comfortable here:
• Our no-dog-ever policy means no scary barking or smells
• Our quiet cat waiting room, cat box covers, cat coffee tables 
for raising cat carriers off the ground and comforting pheromone 
diffusers all help your cat feel secure 
• Appointments in our special cat consult rooms are 15 minutes 
long: time for your cat to explore, use our cat climbing cubes, feel 
familiar with their surroundings, and for us to carry out a gentle 
but thorough examination
• Our clinicians are trained in low stress handling. We love cats!
• We offer kitten socialisation clinics which include play time with 
nurses to foster a positive association with coming to the vets
• We have a dedicated quiet cat ward for in-patients. Large glass-
fronted cages with interconnecting spaces 
mean toilet and the food and sleep area are 
separate. Cats can really stretch or choose to 
snuggle inside their perch box, or sit on top of 
it for a better view! 
• We have a digital dental x ray facility: many 
feline dental issues are hard to accurately 
detect without this which can lead to prolonged 
unnecessary treatment and discomfort. 
• We’re really proactive about positive 
change and keeping up to date with feline 
clinical initiatives to continue to improve 
your cat’s experience with us. 

Now we are six...
Olga Urbanczyk joined us at the beginning of 
April as an additional full time vet, and has 
extensive experience in both surgical and 
client-facing fields of small animal practice. 
Qualifying in Veterinary Medicine at The 
University of Life Science in Lublin, Poland, 

in 2016, she completed a four month internship at a Manchester 
referral centre and has since been working at St George’s in 
Wolverhampton. Coming from a busy, fast-paced veterinary hospital, 
Olga has experience of a wide portfolio of surgical and diagnostic 
cases, and in 2021 started a Postgraduate Certificate in Small Animal 
Surgery to pursue her passion for soft tissue surgery in more depth. 
Olga’s previous role also involved working on rotation in St George’s 
branch surgeries as a consulting vet, and she joins us to broaden 
her experience and build a rapport with a more concentrated client 
base at a single site practice. Olga’s appointment takes our vet 
team to six, and her arrival has already enabled us to extend our 
cat clinic opening hours and to run a second operating stream on 
days when we have four vets in practice.
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NEW! Spread the cost of your pet’s care!
Pets are a furry extension of our family and as owners, we would do anything 
to help them stay happy and healthy. However, we appreciate that sometimes 
pet care costs can mount up, and often unforeseen circumstances can mean 
unexpected costs. 

For this reason, we’ve teamed up with Openpay to give you more flexibility 
around payment options. Openpay lets you spread the cost of your pet’s 
care interest free up to six months on spend between £200 and £3000. 
Manageable monthly instalments give you more time to pay, so you can give 
your pets the care they deserve right away. 

This Newsletter is provided as an education service to our clients. All news and other items in this newsletter are for information only and should not be treated as a substitute for specific veterinary advice. For all images, the copyright is the property of the photographer.

Did you know that we are an RCVS 
Accredited Small Animal Practice?
The Royal College of Veterinary Surgeons 
(RCVS) runs their voluntary Practice Standards 
Scheme (PSS) to accredit UK vet practices that 
meet their minimum requirements. Through 
standard-setting and carrying out regular 

assessments, the PSS aims to promote and maintain the highest standards 
of veterinary care. It offers peace of mind to clients of accredited practices 
and more informed choice for pet owners when looking for a vets. 

Part of the PSS focuses on clinical effectiveness and clinical governance. 
Accredited practices are required to reflect on clinical cases and review 
data and practice processes to continually work to improve professional 
practice for the benefit of pets and owners. This might involve comparing 
current performance against national statistics, or looking at an area where 
improvement could be made and setting a new agreed benchmark that we 
feel we should be meeting. We then discuss and implement improvements, 
re-review, and continue the cycle until we reach our agreed goal. This process 
is called ‘clinical audit’, and we’re proud that all our team members are 
involved in auditing an area of the business where we feel positive change  
can be made.

If you have visited us recently, you will 
know just how busy the practice has 
been. Our Reception team has been 
aware that some appointment times have 
overrun which means some pet owners 
may have been kept waiting for what we 
deem to be an unacceptable length of 
time. In response, we’ve made waiting 
times the focus of a new audit. We’ve 
analysed a snapshot of consulting time 
for each vet. Team agreed anything up 
to a 10 minute wait is acceptable. From 
initial data, we identified that 10% of 

appointments were kept waiting for longer than 10 minutes. We also identified 
times and days of the week which are current time-pressure points.  

With an extra vet and extra nursing team available and a review of appointment 
scheduling, these waiting times should be reduced. The audit is in its first 
phase so we will continue to review performance and strategies to keep any 
waiting times as minimal as we can. 

Summertime  
survival guide!
Summer is here at last! But when 
the heat turns up, the dangers to 
pets increase too. To keep your 
dog, cat and other furry friends 
safe, make sure you are prepared. 
To help you with this, we’ve put 

together some top summer survival tips:

Keep it cool! It is vital to ensure your pet keeps cool in 
hot weather. Dogs should be walked early or late in the 
day to avoid heat stroke. Paddling pools may help keep 
dogs cool and they should have free access to water 
at all times. Heat stroke is a common, and serious, 
problem and over-weight or heavily coated dogs are 
most at risk.  

Guinea pigs and rabbits also 
need to be able to keep cool 
and it is vitally important 
that they have access to 
shade at all times, plus cool 
water – preferably in a bowl. 
Also consider moving their 
accommodation to somewhere 
cooler in hot weather. 

Slip slap slop! Cats generally 
enjoy sunbathing but they can 
be at risk of overheating. The 
other concern for cats with 
pale coloured ears or noses is 
the risk of sun burn. Repeated 
exposure to UV light has been 
shown to be a risk factor for 
them developing a type of 
tumour called a squamous cell 
carcinoma. High factor special 
sunblock for pets applied to 
the at risk (white) areas helps 
to minimise this risk. 

Flystrike: Sadly with summer 
comes flies. Most healthy 
rabbits on an appropriate fibre rich diet will have a clean 
bottom. However some rabbits, for various reasons, 
can be prone to a dirty bottom. This then attracts flies 
which lay eggs on the skin with the resulting maggots 

eating away at the delicate tissue – a 
so called fly strike. Fly strike is best 
avoided by keeping bottoms clean at 
all times, checking the area twice a 
day for eggs and if needed applying 
a product that inhibits the eggs from 
hatching.

Grass awns are another summer problem – the grass 
awns of the meadow grasses are easily trapped in the 
coats of pets. They then migrate and become lodged 
in a variety of places including the ears and between 
the toes. It is always a good idea to groom your pets 
regularly to keep a close eye out for grass awns. 

So – enjoy the summer months, have fun and keep your 
pets safe. We are here to help, so if you would like any 
further information on summer hazards, please just ask!

Paddling pools are a great way for 
dogs to stay cool in the summer!

Ear tip of a cat showing cancerous 
changes with skin reddening.

Grass awns of the summer 
grasses are a perennial hazard

Reviewing our practices  
for positive change

Ask us in practice for  
information on how to sign up.


