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I B Our Culture of Care

Veterinary medicine is a profession built on empathy, teamwork, communication, and trust. At Xavier's Veterinary Care,
we are committed to creating an environment where every person — human and animal alike — is treated with dignity,
patience, and genuine compassion.

We recognize that pet owners often seek veterinary care during moments of fear, uncertainty, grief, frustration, or
financial stress. These emotions are valid, understandable, and completely human. The love people feel for their animals
is real — and so is the pain when something goes wrong. We see you, and we hold space for those feelings.

[0 m Respectful communication is not just a courtesy — it allows veterinary professionals to focus all of their energy
on providing the best possible care for your animal. When we feel safe and supported, we can do our best work.

I m mWmderstanding Veterinary Teams

Veterinary professionals — including veterinarians, licensed veterinary technicians and technologists, assistants, client
service representatives, emergency staff, receptionists, and support teams — work under significant emotional and
physical demands while simultaneously caring for many patients, many families, and many urgent situations.

Common realities throughout veterinary medicine include:

« Staffing shortages across the veterinary industry — a national challenge affecting practices of all sizes
e Emergency cases that disrupt scheduled appointments without warning

« Patients who cannot communicate their pain or distress in words

« Financial limitations that create difficult conversations and hard decisions

* Medical uncertainty — because not every diagnosis is immediately clear

e Scheduling delays caused by the unpredictable nature of emergency and critical care

» The emotional weight of difficult diagnoses, end-of-life cases, and complex patient needs

These challenges are rarely the fault of the individual team member assisting you. Approaching these situations with
patience and curiosity rather than frustration creates a better experience for everyone — and most importantly, for your
pet.

I m B Communicating Respectfully

Respectful communication does not mean you cannot be honest about concerns, frustrated by a situation, or upset about
an outcome. It means choosing to express those feelings in a way that keeps the conversation productive and
collaborative. Some suggestions:

e Ask questions rather than make assumptions — most misunderstandings dissolve when clarified
e Speak calmly even in stressful situations — your care team will be better able to help you
« Remember that everyone in the room shares the same goal: helping your animal

« If you feel overwhelmed, it's okay to take a moment — stepping back briefly before responding can change the
entire tone of a conversation
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e Treat veterinary professionals with the same respect you would want for yourself or a loved one — they chose
this work because they care
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I B Financial Transparency & Understanding

Veterinary hospitals and mobile veterinary services must maintain staff salaries, continuing education, medical
equipment, medications, sterilization systems, laboratory capabilities, facilities, liability insurance, licensing, emergency
readiness, and day-to-day operational expenses. Fees are not arbitrary — they reflect the true cost of maintaining the
people, tools, and infrastructure required to provide quality medical care.

Financial conversations in veterinary medicine can be difficult and emotional. XVC encourages open, respectful
discussion when financial concerns arise. Honest communication about budget, concerns, or limitations often leads to
better solutions than silence or conflict. There is no shame in asking questions about costs, payment options, or care
priorities — doing so is an act of responsible ownership.

I B Our Commitment

Xavier's Veterinary Care promises to treat every client, patient, collaborating veterinarian, technician, assistant,
receptionist, and referral partner with professionalism, honesty, empathy, and respect — always. We hold ourselves to
this standard in every interaction.

In return, respectful treatment of XVC staff and all collaborating veterinary professionals is expected at all times.

m XVC has zero tolerance for: abusive language, harassment, discrimination, threats, intimidation, repeated
hostility, or any behavior that creates an unsafe environment for veterinary professionals, clients, or patients. XVC
reserves the right to terminate services or refer clients to another provider when these boundaries are not
maintained.
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"Veterinary medicine is a partnership built on trust. By treating one another with patience, compassion, and
understanding, we create a healthier environment for our teams, our communities, and most importantly, the
animals who depend on us."

— Xavier, LVT | Founder, Xavier's Veterinary Care

Not a substitute for a licensed veterinarian

I ®m Final Note

We are grateful for every client who trusts us with their animal's care. Together — with patience, honesty, and mutual
respect — we can create the best possible outcomes for the animals we love.
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