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The warm and early spring has been a delightful way to celebrate the beginning of my second 
year in the Veterinary Medical Center. My first year was wonderful and informative, and I thank 
all of our referring veterinarians for their patience as I have been learning about the incredible 
work that goes on here. We continue to do great things for our patients, clients, and students and 
I know there is much more we can accomplish – especially with your help and support.

This issue of our “Update for Veterinarians” provides an update on our important Veterinary 
Practitioner Advancement Boards. We so appreciate the veterinarians who give us their time 
and advice. We strive to provide the best service to your clients – and the most complete follow-
up with you. Our board members have offered frank assessments of opportunities for improved 
services, and we continue to assess all aspects of the client experience. We are continually 
seeking feedback, so please feel free to contact me if you have comments and suggestions. We 
want to exceed clients’ expectations so that they are happy with the service they receive, and 
therefore happy with the advice you have given them.

In February at the Midwest Veterinary Conference our Small Animal Veterinary Practitioner 
Advancement Board teamed up with members of the Farm Animal and Equine Practitioner 

Advancement Board to host a reception for all veterinarians attending the conference. 
Associate Dean Rustin Moore and Dean Lonnie King were on hand with an update 

about college activities, and board members Dr. Tod Beckett and Dr. Ryan Zimmerman 
offered comments about their work with the boards. We enjoyed showcasing the recent 
renovations in the VMC as well as presenting several of our new faculty. We are pleased 
to publicly thank Novartis Animal Health for their support of the event. We hope this can 

become an annual opportunity to update attendees about the new programs and activities of 
the Veterinary Medical Center. 

In this issue, you will see specific changes in our customer service, much of which is thanks to 
recommendations by our Veterinary Practitioner Advancement Boards. You’ll see a story about 
recent improvements to our parking lot, pictures of our new signage and improved furniture, a 
summary of the discussion at our most recent advisory board meeting, and an announcement 
regarding the elimination of our “Companion Animal Listening Line.”

I want to remind all of you that the College Open House will be held May 
19, 2012, 9 a.m. to 4 p.m., rain or shine. Last year we had nearly 3,000 
people in attendance. We believe this is a great opportunity to showcase 
the VMC and introduce the field of veterinary medicine to members of 
the general public. We also enjoy the opportunity to speak with students 
interested in becoming veterinarians, and hope you will encourage 
students you know to attend this event.

From the DirectorThe Ohio State University 
Veterinary Medical Center 
601 Vernon L. Tharp Street 
Columbus, OH 43210

Hospital for Companion Animals: 
614-292-3551

Hospital for Farm Animals and 
Galbreath Equine Center: 
614-292-6661
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Improving the Experience for Referring Veterinarians

• Website refinements dedicated to referring Veterinarians 
(vet.osu.edu/vmc/referring-veterinarians)

• Service e-mail addresses
• Preference-driven contact methods (telephone, e-mail, fax, 

postal service)
• Improved communication with our Referral Coordinator, 

including voice mail and e-mail 
(OSUVET.ReferralCoordinator@cvm.osu.edu)

• Introduction of new faculty in the Update for Veterinarians 
(inserted in bi-monthly OVMA newsletter)

• Posting of the Update for Veterinarians on the Veterinary 
Medical Center website

• Training of additional staff to serve as back-ups for our 
Referral Coordinator

Summary of Board-Driven Enhancements at the VMC
Improving the Client Experience

• Created “what to expect” material for client visits, available on our 
website

• Developed information sheets about our payment policies, client 
rights and responsibilities and what to expect if a pet or animal is 
hospitalized

• Produced a virtual tour of the small animal clinical area to educate 
clients and de-mystify what occurs “behind the closed doors.” See 
it at youtube.com/osuveterinarycollege

• Updated and expanded information sheets for identifying area 
restaurants, shopping, attractions, dining, and pet-friendly lodging. 

• Improved external signage, which makes it easier to identify the 
Veterinary Medical Center

• Added a parking attendant/greeter position to assist clients as they 
arrive

Dr. Rustin Moore, chair of the Department of Clinical Sciences and 
associate dean for outreach and clinical services hosted the first 
Small Animal Practitioner Board meeting more than two years ago. 
Since that time, the board has encouraged many improvements 
in client services, and in the follow-up provided to referring 
veterinarians. (See summary checklist below.)

For example, some referring veterinarians prefer to hear back from a 
clinician regarding their patients via phone, some prefer fax, others 
prefer email. Many services in the VMC now offer a shared email 
for non-emergency questions, and those email addresses can be 
accessed on our web site at vet.osu.edu/vmc/referring-veterinarians. 
Scroll down to the headline, “Service E-mails” for the complete list.

On that same web page, you can also find more information, 
including a checklist for you to use when referring clients, as well 
as a document for your clients to read prior to coming to the VMC. 
We understand from our board members, as well as your clients, 
that they appreciate knowing what to expect before they arrive at 
the VMC. We are still striving to improve clients’ wait time and we 
know that your explanation of the process helps prepare their level of 
expectation.

Other efforts to enhance client visits include our recent parking lot 
upgrade and parking liaison, Donald Mundy (you can read more 
on page 3). We are currently exploring the possibility of adding a 
new customer service representative – a “Lobby Liaison” – for our 
Hospital for Companion Animals. This position would be there to 
answer clients’ questions and check on the status of their animal.

We have created several forms for clients’ use and have made them 
available on our enhanced website.

Small Animal Practitioner Board Drives Change
The page vet.osu.edu/vmc offers separate sections for each of the 
three hospitals in the Veterinary Medical Center, and the “Preparing 
for your Visit” link is specific to each hospital.

We want to remind all of our referring veterinarians that we are 
available to serve you and your clients 24 hours a day, seven days a 
week.

Large Animal Practitioner Board Takes Action

Thanks in great part to the success of the Small Animal Practitioner 
Board, last year we founded an advisory board that includes 
veterinarians from mixed animal practices and equine clinics. These 
veterinarians have participated in two meetings in the past year. They 
have appreciated the information and updates they have received, 
and we are grateful for their time and input.

Interestingly, similar concerns about communication have been 
discussed in the board meetings, and we will continue to strive to 
improve our follow-up with veterinarians after clients’ visits. We 
are also calling all clients after they visit to inquire about their 
experience. Survey results will be published in a future newsletter.
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Dr. Tod Beckett (Hilliard, OH)
Dr. Steven Carbaugh (Cincinnati, OH)
Dr. Brad Carmichael (McMurray, PA)
Dr. Leah Carpenter (Delaware, OH)
Dr. Joy Dvorak (Columbus, IN)
Dr. Leslie Elliott* (Mineral Wells, WV)
Dr. Brett Ellis* (Xenia, OH)
Dr. Brian Forsgren (Cleveland, OH)
Dr. Lynn Grinstead (Canal Winchester, OH)
Dr. Niki Hird* (Columbus, OH)
Dr. Denise Jones* (Findlay, OH)
Dr. Robert Knapp (Columbus, OH)
Dr. Brian Lokai (Dayton, OH)
Dr. Lori Lutz (Marietta, OH)
Dr. Mark McCloskey* (Columbus, OH)
Dr. Scott Moore (Fairmont, WV)
Dr. Brandy Morgan* (Wheeling, WV)
Dr. Kathleen Nelson (Columbus, OH)
Dr. Adam Parson (Columbus, OH)
Dr. Phil Puskarich* (St. Clairsville, OH)
Dr. Mark Reineck (Fremont, OH)
Dr. Rex Riggs (Powell, OH)
Dr. Sue Savage (Toledo, OH)
Dr. Mike Stone (Oak Harbor, OH)
Dr. Tom Tharp (Chillicothe, OH)
Dr. Gary Thompson (Sylvania, OH)
Dr. John Worman* (Gahanna, OH)
Dr. Matthew Verbsky (Bellefontaine, OH)

*New Board Member 
Emeritus Board Member

Dr. Larry Agle (Burton, OH)
Dr. William Crank (Henderson, WV)
Dr. Angie Dahse (Thurman, OH)
Dr. Cheryl Dewitt (Bluffton, OH)
Dr. Jon Ellis (Xenia, OH)
Dr. Brad Garrison (Wooster, OH)
Dr. Jim Henschen (Sunbury, OH)
Dr. Galen Johnson (North Lewisburg, OH)
Dr. Jane Kennedy (Butler, PA)
Dr. Mike Kline (Maplewood, OH)

Small Animal Advisory 
Board Members

Large Animal Advisory Board Members

At the suggestion of our Small Animal Practitioner 
Advancement Board, we hired a concierge to assist our 
clients with parking. Donald Mundy is able to provide 
a special pass for clients utilizing the small parking lot 
directly in front of our building. When that lot is full, 
Donald is able to direct clients to additional areas for 
parking. 

In order to alleviate some of the congestion, the parking 
lot was expanded last summer. “We added about six 

Efforts to Improve Parking Continue!
spaces,” said Donald. “And that has made a terrific 
difference.”

“We are pleased that Ohio State’s office of Traffic 
and Parking, as well as Physical Facilities, worked 
with us to accomplish this for our clients,” said 
Karin Zuckerman, director of the Veterinary Medical 
Center. “We continue to strive for more convenience 
for our clients, and we know that improving access 
to parking is one way to make a difference.”

Dr. Yvonne Liddell (Apollo, PA)
Dr. Clara Mason (Winfield, WV)
Dr. Emily Miller (Ravenna, OH)
Dr. Heather Plum (Lebanon, OH)
Dr. Greg Price (Mt. Vernon, OH)
Dr. Robert Schwartz (Bloomingburg, OH)
Dr. Dan Stradley (Grove City, OH)
Dr. Stephen Walker (South Point, OH)
Dr. Doug Wiley (Lisbon, OH)
Dr. Ryan Zimmerman (Fremont, OH)

Donald Mundy

Improved signage and new furniture are part of our efforts to make clients 
more comfortable in the lobby of the Hospital for Companion Animals
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Dr. Susan Barrett

Dr. Susan Barrett is a Clinical Assistant Professor 
in Community Practice, Shelter Medicine, and 
Outreach service. She received her DVM from The 
Ohio State University in 1997 where she graduated 
as the class valedictorian. Prior to veterinary 
school, Dr. Barrett was a chemical engineer for 
Exxon Chemical Company and then a senior 

consultant for Digital Equipment Corporation. Dr. Barrett worked as 
an associate veterinarian in a small animal practice in Reynoldsburg 
for three years and in Florida as an emergency veterinarian for 
two years. She returned to Columbus in 2003 and helped start the 
emergency service at Capital Veterinary Referral and Emergency 
Center. Dr. Barrett looks forward to sharing her passion for veterinary 
medicine with students.

New Faculty

Dr. Chen Gilor
Dr. Chen Gilor is an Assistant Professor in Small 
Animal Internal Medicine. Dr. Gilor received his 
DVM in 1997 from the Koret School of Veterinary 
Medicine, The Hebrew University of Jerusalem, 
Rehovot, Israel. He worked in private veterinary 
practices for five years. He completed a small 
animal internship at the Animal Medical Center 
and a three-year small animal internal medicine 

residency at the University of Illinois in 2008. Dr. Gilor completed 
his PhD at the University of Illinois in 2010. Since completing 
his dissertation he has been working as an Internal Medicine 
Consultant for IDEXX Laboratories LTD, Wetherby, UK. Dr. Gilor’s 
clinical interests include general internal medicine in cats and dogs, 
and in particular diagnosis and treatment of endocrine diseases, 
especially the management of diabetic patients.

Changes Coming to Pet Loss Hotline
The Companion Animal Listening Line (CALL) at The Ohio State 
University College of Veterinary Medicine was one of the first 
pet loss support lines offered in the country. The service offered 
counseling to people who were grieving the loss of a pet and 
provided training to veterinary students who wanted to learn 
more about communication with clients during difficult times in 
their lives. Improved communication classes are now a required 
part of the DVM curriculum in the college. As a result, fewer 
students are now taking the class. In addition, fewer clients are 
using the service, thanks in part to new resources available to 
them on our web page: 
vet.osu.edu/vmc/honoring-bond-pet-owner-support.

This service is now duplicated at many other universities, as 
well as private agencies.

Because of the decline in usage and the new resources now 
available, the hotline will be discontinued effective May 31. ”I 
am confident that clients will continue to be served through our 
other resources,” says Joelle Nielsen, program coordinator for 
Honoring the Bond.

Other hotlines are still available for those in need, including: 
ASPCA Pet Loss Hotline: (877) 474-3310 
University of Illinois C.A.R.E Pet Loss Helpline: (877) 394-2273

Dr. Karen Tefft

Dr. Karen Tefft is a Clinical Assistant Professor in 
Small Animal Internal Medicine. Her focus is on 
patient care and clinical education in the small 
animal internal medicine service. She received 
her DVM from the University of Wisconsin in 
2001 and then completed a one-year internship 
at Veterinary Specialists of South Florida and a 

year as an emergency triage clinician. She also worked as a senior 
emergency clinician at Florida Veterinary Specialists before moving 
to the University of Prince Edward Island for a three-year residency 
in small animal internal medicine combined with a Master of Science 
degree. Since completing her residency in 2009 she has remained at 
PEI on faculty as an Assistant Professor. Dr. Tefft is a Diplomate of 
the American College of Veterinary Internal Medicine. She has broad 
clinical interests in all areas of internal medicine.


