
Terms of Service
Clinic Name: Fantastic Beasts Veterinary Care
Website: www.fantasticbeastsvet.com

Welcome to Fantastic Beasts Veterinary Care.

We are a small, family-run veterinary business, and we are sincerely grateful for the consistent and
unwavering support of our clients. Your trust means a great deal to us, and we are honored to care for your
pets as part of your family.

These Terms of Service outline our current policies regarding communication, appointments, fees,
prescriptions, sedated examinations, appointment assistance, handling, safety, and certain service
requests.

By booking an appointment, requesting services, submitting information, or communicating with Fantastic
Beasts Veterinary Care, you agree to the terms outlined below.

1. Our Commitment to Clients and Patients

At Fantastic Beasts Veterinary Care, our goal is to provide thoughtful, compassionate veterinary care
while maintaining a safe, respectful, and efficient environment for our clients, patients, and veterinary
team.

As a small, family-run business, we value the relationships we build with our clients and their pets. We
appreciate your kindness, patience, understanding, and continued support as we work to provide the best
possible care.

We are deeply committed to our clients and their pets, and we welcome questions, comments, and
feedback regarding our services and these Terms of Service.

2. Communication Through OTTO

All appointment requests, submissions, and routine client communications must be made through OTTO,
our onboard communication service.

We use OTTO to help keep communications organized, accurate, and properly documented in each pet’s
record. While many clients have previously been used to contacting us by email, phone, or text message,
these methods are not always streamlined and can make accurate record-keeping more difficult.

Using OTTO allows our team to keep communication in one place, respond more consistently, and ensure
important information is properly tracked and attached to the correct patient record.
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We appreciate that some clients may have experienced difficulty adjusting to OTTO, and we thank you for
your patience as we continue to make this process as smooth as possible.

Routine appointment requests, forms, prescription requests, and non-urgent submissions should be made
through OTTO. Submissions sent by email, text, or other methods may not be accepted or processed.

For urgent or emergency concerns, clients should follow the emergency guidance provided by the clinic or
seek appropriate emergency veterinary care.

3. Appointment Booking, Confirmation, and Scheduling

Appointment times are reserved especially for your pet.

To help us provide timely care to all patients, all appointments must be confirmed at least 24 hours in
advance.

If we do not receive confirmation at least 24 hours before your scheduled appointment, we may assume the
appointment is no longer required and remove it from our calendar. This allows us to offer the appointment
time to another patient who may be waiting for care.

We understand that unexpected situations happen and that plans can change. If you are unable to attend
your appointment, please notify us as soon as possible.

Appointments missed without notice, cancelled without appropriate notice, or not confirmed within the
required timeframe may result in a cancellation fee being applied to future visits.

Repeated missed appointments, late cancellations, or failure to follow scheduling policies may affect future
booking availability.

4. Appointment Assistance, Handling, and Restraint

In an effort to keep appointments as cost-friendly for clients and as calm as possible for pets, Dr. Sarah
typically works alone during visits.

At times, Dr. Sarah may need assistance from the owner with gentle holding, handling, or restraint of their
pet so that an examination, treatment, or procedure can be completed safely. This will only be requested
when appropriate and will always be guided by Dr. Sarah.

We understand that not all owners are comfortable or able to assist with holding or restraint, and that some
pets may require additional support. If an owner is unable to assist, or would prefer Dr. Sarah to bring an
assistant, this must be requested at the time of booking.

Appointments requiring an assistant will incur an additional charge.
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If an assistant has not been requested and safe handling is not possible during the appointment, Dr. Sarah
may be unable to complete the visit. In these cases, fees may still apply for the time reserved, travel, and
any assessment or attempted care provided.

This policy is intended to help keep visits safe, calm, and practical for pets, owners, and our veterinary team.

5. Safety During Appointments

For safety and liability purposes, all examinations, treatments, and veterinary services must be performed
at the client’s address or another approved appointment location. Examinations and treatments are never
performed out of Dr. Sarah’s vehicle.

Dr. Sarah reserves the right to pause, adjust, or terminate any appointment if she feels that her safety, the
client’s safety, or the pet’s safety may be at risk.

This may include situations where a pet is too fearful, stressed, painful, reactive, or unable to be safely
handled, as well as situations where a client’s behavior causes concern.

Dr. Sarah will never push an animal beyond what they are able or willing to tolerate. This is done in the
interest of safety, compassion, and preserving the bond of trust between Dr. Sarah, the client, and their pet.

If an appointment cannot safely continue, fees may still apply for the time reserved, travel, assessment,
preparation, or attempted care provided.

Our priority is always to provide care in a way that is safe, compassionate, and respectful of the pet’s
emotional and physical wellbeing.

6. Sedated Examinations and Medication Protocols

Some pets require medication or sedation protocols before an examination can be safely and effectively
completed. When a veterinarian provides a sedation or pre-visit medication protocol, it is essential that the
instructions are followed carefully.

These protocols are provided for the safety of the pet, the client, and our veterinary team. They also help
ensure that the appointment can be completed with as little stress as possible for the patient.

If a client does not follow the sedation or medication protocol provided by the veterinarian, and the
appointment cannot be safely completed as a result, the full appointment fee will be applicable on the
day of the appointment.

If a client informs us before Dr. Sarah has left to travel to the appointment that they were unable to
medicate their pet as instructed, a fee will still be applied. This fee reflects the time reserved for the
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appointment, the preparation completed by our team, and the limited ability to offer that appointment time
to another patient at short notice.

We understand that medicating pets can sometimes be difficult. If you are concerned that you may not be
able to follow the protocol provided, please contact us through OTTO as early as possible so we can advise
you before the appointment.

7. Pricing, Fees, and Payment

Our pricing reflects the cost of providing safe, professional, and high-quality veterinary care.

As with many small businesses, our operating costs include supplies, medications, staffing, equipment,
insurance, technology, licensing, vehicle and travel-related expenses, and general business operations.
Pricing may be reviewed and adjusted as needed to reflect changes in these costs and the level of service
required.

Fees are due at the time services are provided unless otherwise agreed in advance.

The client is responsible for all fees associated with services provided, including examination fees,
treatment fees, medication costs, diagnostic testing, administrative fees, missed appointment fees,
cancellation fees, sedated examination fees, assistant fees, travel fees, and any other applicable charges.

Additional fees may apply for missed appointments, late cancellations, external prescription requests,
administrative work, sedated examination appointments that cannot be completed due to protocol not
being followed, appointments requiring an assistant, or other services requiring additional team time.

Failure to pay in a timely manner may result in the refusal of future services.

We reserve the right to update pricing, fees, and administrative charges as needed.

We make every effort to remain fair and transparent with our pricing while continuing to provide the level
of care our clients and patients deserve.

8. External Prescription Requests

Clients may choose to use an external pharmacy for their pet’s medications. We understand that our linked
online pharmacy may not always be the least expensive option, and we never wish for clients to spend more
than they need to.

However, external prescription requests often require additional administrative time. This may include
reviewing pharmacy requests, correcting errors, clarifying misinformation, making phone calls, waiting on
hold, and following up to ensure the prescription is processed safely and accurately.
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Because of the additional time required, an administration fee applies to external prescription requests.

This fee helps account for the time our team spends reviewing, preparing, and responding to external
pharmacy requests while also allowing us to remain available to care for our clients and patients.

Prescription requests are subject to review and approval by the veterinarian.

Any pet requiring a prescription must have an up-to-date annual wellness examination and must meet all
applicable legal and clinical requirements for prescribing. This is required under state law and is a
veterinary requirement which helps ensure that medications are prescribed safely, appropriately, and in the
best interest of each patient.

We reserve the right to decline a prescription request if:

The pet does not have an up-to-date annual wellness examination.
There is not sufficient current medical information.
The requested medication is not clinically appropriate.
The request does not meet applicable veterinary prescribing requirements.
The request contains incorrect, incomplete, or misleading information.

9. External Pharmacy Responsibility

When a client chooses to use an external pharmacy, it is the client’s responsibility to ensure that the
pharmacy receives, processes, and dispenses the medication correctly.

While we will make reasonable efforts to provide accurate prescription information when appropriate, we
are not responsible for delays, errors, substitutions, pricing changes, stock issues, shipping delays, or
misinformation provided by external pharmacies.

If there is a concern regarding a medication supplied by an external pharmacy, the client may need to
contact that pharmacy directly for clarification or resolution.

10. Behavioral Euthanasia Requests

Behavioral concerns can be deeply emotional, complex, and distressing for families. These situations
require careful consideration, professional guidance, and appropriate documentation.

We do not accept behavioral euthanasia requests unless they are submitted by a qualified pet behaviorist.

This policy is in place to ensure that these decisions are approached responsibly, ethically, and with
appropriate professional input. Our goal is always to support both the wellbeing of the pet and the family
involved.

• 
• 
• 
• 
• 
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11. Client Responsibilities

To help us provide safe, efficient, and compassionate care, clients are responsible for:

Providing accurate and up-to-date contact information.
Providing complete and accurate information about their pet’s medical history, medications,
behavior, and current concerns.
Confirming appointments within the required timeframe.
Notifying us as soon as possible if an appointment needs to be changed or cancelled.
Using OTTO for routine communications, appointment requests, forms, and submissions.
Ensuring their pet has an up-to-date annual wellness examination when prescriptions are required.
Following medication, sedation, fasting, handling, and appointment preparation instructions
provided by the veterinarian.
Requesting an assistant at the time of booking if they are unable or unwilling to assist with holding
or restraint when needed.
Informing us in advance if their pet has a history of fear, anxiety, aggression, reactivity, biting,
scratching, or difficulty being handled.
Respecting Dr. Sarah’s decision to pause, adjust, or terminate an appointment if continuing would
create a safety concern for the pet, client, or veterinarian.
Contacting us as early as possible if they are unable to follow a provided protocol.
Reviewing and understanding any treatment plans, estimates, instructions, or recommendations
provided.
Treating our team with kindness and respect.

We are committed to treating our clients with courtesy and compassion, and we ask for the same
consideration in return.

12. Medical Records and Documentation

Accurate medical records are essential to safe and effective veterinary care.

For this reason, communications, appointment requests, prescription requests, forms, and submissions
must be made through OTTO whenever possible. This allows information to be properly documented and
attached to the correct patient record.

Information submitted through unsupported methods, including email, text message, or informal
communication channels, may not be accepted or processed.

13. Service Limitations

We reserve the right to decline, pause, terminate, or discontinue services where we determine that:

A request is not clinically appropriate.
Required medical information is incomplete or outdated.

• 
• 

• 
• 
• 
• 
• 

• 

• 

• 

• 
• 

• 

• 
• 
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Legal or professional requirements are not met.
A client is unable or unwilling to follow clinic policies.
Required safety, sedation, medication, handling, or appointment preparation protocols are not
followed.
Safe handling or restraint is not possible.
A pet is too fearful, stressed, painful, reactive, or unsafe to continue with the appointment.
Continuing the appointment may damage the pet’s trust, increase fear or distress, or create an
unsafe experience.
Appropriate assistance has not been arranged where needed.
Dr. Sarah feels at risk from the pet or the owner.
Communication or behavior from a client is abusive, threatening, aggressive, or inappropriate.
Providing care would compromise patient safety, staff safety, client safety, or professional standards.

Any such decision will be made thoughtfully and in accordance with our professional responsibilities.

14. Changes to These Terms

These Terms of Service may be updated from time to time to reflect changes in clinic operations, legal
requirements, service availability, pricing, or internal policies.

The current version of these Terms will be made available to clients through our website or other
appropriate communication channels.

Continued use of our services after the Terms have been updated will be considered acceptance of the
current Terms of Service.

15. Questions, Comments, and Feedback

Fantastic Beasts Veterinary Care is deeply committed to our clients and their pets.

We understand that policies and terms may raise questions, and we welcome any feedback, comments, or
concerns you may have.

Our goal is to provide compassionate veterinary care while maintaining clear communication, accurate
records, and a supportive experience for both clients and patients.

Thank you for your understanding, kindness, and continued support. We are truly grateful to have you as
part of our veterinary family.

Fantastic Beasts Veterinary Care
www.fantasticbeastsvet.com

• 
• 
• 

• 
• 
• 

• 
• 
• 
• 
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