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CMA Feedback from reports 17.03.25 

 

 

Introduc=on 

BVRA was founded in October 2017 with the mission to support and raise the profile of veterinary 
recep@onists through training, educa@on and development. With nearly 7,000 members, BVRA 
provides a community for veterinary recep@onists. BVRA provides a wealth of CPD courses as well as 
holding the Register of Associate Veterinary Recep@onists (AVRs). BVRA membership is available for 
anyone who works in a front of house role which may include veterinary nurses, veterinary care 
assistants or anyone in an admin role. 

 

Our vision is to support veterinary recep@onists and ensure the best possible outcomes for all 
stakeholders in veterinary prac@ces. 

Our mission is to increase the value and visibility of Veterinary Recep@onists, through a structured 
support network and targeted skills development.  

 

First impressions and good will 

Recep@onists are usually the first and last person in contact with the client, it’s es@mated that up to 
66% of the client’s interac@on is with the non-clinical staff, mainly the recep@onist. They are the face 
of the prac@ce, and generally the first impression and the las@ng impression of the prac@ce is based 
on this interac@on.  

In the CMA’s own feedback pet owners said that ‘loca&on was the most common main reason for 
choosing a par&cular prac&ce, followed by personal recommenda&ons.’ Personal recommenda@ons 
are very oSen based on the performance of the front of house staff rather than the clinical staff, as it 
is difficult for a lay person to judge the quality of the clinical care. In addi@on, the RCVS own feedback 
says ‘We do appreciate that non-clinical factors play a part in owners’ ini&al choice of prac&ce’. 
 
In the CMA feedback, there is discussion about the value of vet prac@ces and their balance sheets, so 
it is worth looking at ‘goodwill accoun@ng’ where two of the cri@cal factors are customer loyalty and 
strong customer service. Again, recep@onists are cri@cal in this respect and oSen are the only 
con@nuity of contact between clients and prac@ces where clinical staff changes, and the use of 
locums is common. Many recep@onists have a ‘life@me’ rela@onship with their clients which is 
increasingly rarer for the clinical staff.  
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Staff shortages 

CMA ini@al report “We intend to explore the shortages in the supply of vets and whether any changes 
in regula&ons, policies or incen&ves might be able to address this, either by 
increasing the supply of vets, by improving reten&on or by allowing professionals other 
than veterinary surgeons to carry out certain treatments.” 
 
In the joint BVA, BSAVA ,BVNA, SPVS & VMG feedback, it was suggested ‘If there was an unlimited 
supply of vets and RVNs, prac&ces could seek to expand supply, delivering higher volume at lower 
prices, and the number of start-ups could expand further.’ 
 
An efficiently run vet prac@ce, of which recep@onists play a crucial role, can help with the reten@on 
of clinical staff. For example, the efficient scheduling of appointments, allowing the correct amount 
of @me to be allocated and providing the correct informa@on in advance to clients, for example the 
rules around taking pets abroad. This not only impacts the economic efficiency of a prac@ce but the 
overall staff well-being which is a big factor in all staff reten@on.   

The RCVS is also looking at the regula@on of the ‘vet-led team’. ‘This would mean the inclusion under 
our regulatory umbrella of appropriately trained professionals, and strengthening and developing the 
role of veterinary nurses, which will bring benefits to animal owners.  Whilst recep@onists, will not be 
covered under this regulatory framework as vets and RVNs, and will never be involved in clinical 
judgements, their role should be looked at as part of the overall solu@on to some of these challenges 
including an acknowledgement of some of the work they already do, such as helping to restrain 
animals. This could then support the proposed inten@on of  ‘(a) enabling new ways of accessing 
services, and poten&ally more cost-effec&ve forms of service delivery for consumers; (b) freeing up 
vets’ &me in an under-staffed profession allowing more efficient use of resources and easing 
workforce-related pressures; and (c) increased job sa&sfac&on, career progression and earning 
poten&al (poten&ally improving staff reten&on). 
 
 
The wider recep=onist role  
 
Whilst RVNs, ‘play an important role in the educa&on of pet owners, including in rela&on to 
preventa&ve healthcare’, it is also oSen the recep@onist that supports this role, or for example might 
greet an animal in recep@on, no@ce it’s discoloured teeth or bad breath, and suggest the client might 
want another appointment with a relevant clinician or suggest a readily available ‘non-prescrip@on’ 
product for teeth care.  
 
It is also worth no@ng some of the addi@onal roles some recep@onists already do, such as the 
management and dispensing of drugs (not the prescribing) which is obviously of cri@cal importance. 
Being the first point of contact, most recep@onist have to deal with the ini@al triaging of calls, 
especially poten@al emergency calls, when booking the correct appointment or understanding the 
need to urgently refer to the clinical staff can be a ma^er of life and death for the pa@ent. This may 
become even more crucial with new development and delivery models such as telemedicine.  
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Customer Informa=on 
 
CMA says: “The evidence we gather throughout our inves&ga&on will help us to explore 
what informa&on consumers might find useful at different points in the treatment of their pet, and 
how that informa&on might best be presented. We will also consider opportuni&es to conduct 
research on the likely effec&veness of poten&al informa&on and transparency remedies, including to 
ensure they are designed in a way that enhances their effec&veness for consumers.” 
 
Whilst it will always be clinical staff making clinical decisions and recommending treatment op@ons, 
it is oSen the recep@onist who act as a bridge or interpreter to the client and may need to reaffirm 
what the clinical staff have said, in layman’s terms, or recommend a further discussion with the 
clinician. They are also the ones dealing with the bill payer, many of whom can be in a highly 
emo@onal state, and even if the poten@al fees have been explained in advance, or displayed on a 
website, the charges oSen require further clarifica@on and the explana@ons can also be nuanced 
depending on animal size, reac@on to treatment etc. As highlighted in your working documents 
‘These problems are exacerbated by the fact that oNen in markets for credence goods the consumer 
is unable to assess the quality of the product they have received even aNer trade has concluded’.  
 
 
Summary 
 
The BVRA would like to acknowledge and support the work of the CMA enquiry and also highlight 
the crucial role that recep@onists and client care staff play. Many recep@onists see the job as a 
voca@on, much like vets and vet nurses/technicians, and as such there is a lot of loyalty which keeps 
them in the role.  However, many do not feel they are recognised or rewarded adequately, and they 
are oSen expected to work long hours without the appropriate financial or career reward.  
 
Recep@onists are usually the first point of contact with the public and with many prac@ces using 
locums to cover shiSs, it is therefore the recep@onist who is oSen seen as the one constant presence 
and the ‘face of the prac@ce’. One phone call or email handled well at recep@on could equate to an 
es@mated £8,000 (Client Life@me Value) to the prac@ce. 

In addi@on, with the overall pressures on all the prac@ce staff, the recep@on team support the 
efficient running of the prac@ce and increase the well-being and reten@on of all staff and the overall 
success of the business in an increasingly more frac@ous environment for many staff with many 
clients struggling with the cost of living.  

In our last comprehensive BVRA members survey in 2024, there were some clear messages coming 
through including: 

• More respect and apprecia@on of the complexity of the recep@onist’s role 
• Be^er pay and condi@ons to reflect with compara@ve roles and acknowledge staff experience 

and skills  
• More @me for CPD and apprecia@on of the benefits for employers as well as staff  
• Be^er communica@ons within prac@ce and especially where there is an external head office 
• More support when dealing with difficult clients  
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These are loyal and key members of staff and there is a good business case for suppor@ng them 
further and significant compe@@ve advantages to be gained by the employers that recognise this and 
support staff training and reward staff based on their skill, commitment and passion for the role they 
play. In some instances, this is certainly star@ng to be recognised. This will in turn benefit all 
stakeholders and especially the clients and their animals.  

BVRA remains commi^ed to suppor@ng recep@onist including with more training support and 
relevant qualifica@ons and the development of the AVR status. We will con@nue to advocate for the 
role, working closely with other organisa@ons such as the BVA & VMG. 

 
 
Contact Details: 
Mrs Kay Watson-Bray, CEO 

 
 




