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“You never get a second chance to make a first
impression.” The old saying is still true.
Make sure that all your communications
represent you and your businessto it's maximum
potential. Every bit of correspondence you send
isbeing scrutinized - by your clients, your peers,
prospective clients, veterinarians... whether
anyoneisaware of it at thetime or not, it is still

happening.

The written word is a powerful tool.
Correctly chosen words can make you educated
and articulate; a spelling or punctuation error
can do just the opposite. A few words written
can often have more influence than a lengthy
conversation. A few ssimple documents, carefully
organized and filed, can be infinitely useful in
assisting in all sorts of problem solving.




Every farrier has experienced it during
their career: You tell a client something,
and they hear something completely
different.

The outcome of this can range from an inconvenient
misunderstanding, to amajor disagreement that could
result in the loss of an account or even litigation.

How does one protect themselves from the “He said,
she heard” syndrome? Keeping good notes, and
putting some of your communication in writing isa
good start. | am not advocating farriers going around
writing letters al the time, but being able to refer to
notes or correspondenceis very helpful. Much more
helpful than trying to remember everything - especidly
when someone else remembers it differently!

“He Said, She Heard”
is available on a
T-shirt from Farriers
Greeting Cards -
$19.95

FARRIERS’ Version of “He Said, She Heard”

He said: “1 think I can help this horse.”
She heard: “I can fix this horse.”

He said: “Here is the bill for today’s services.”

She heard: “You can pay this whenever you get around
to it.”

He said: “Because of your horse’s previous case history,
the shoe that your vet has prescribed may not be
effective for this particular problem.”

She heard: “The vet doesn’'t know what he’s talking
about.”

He said: “l1 need for you to improve the working
conditions in the shoeing area.”

She heard: “I’'m too good to shoe your horses.”

He said; “1 will be out sometime next week.”
She heard: “I will definately be there Sunday.”

He said: “1 stand behind my work.”
She heard: “...even if the shoes come off after 12
weeks.”

He said: “That horse needs training to learn to stand
for shoeing.”

She heard: “I will train him each time I come to shoe.”

He said: “There has been some success correcting foal
limb deviations.”

She heard: “You've got a Derby winner here.”

He said: “Hitting a horse is not the best way to teach
him to stand for shoeing.”

She heard: “Give him a carrot & maybe he’ll hold still.”

Advice from HoofPrints owner Gina Keesling about corresponding via email

Be very careful about what you put into an email. These
can be forwarded, taken out of context, and have the
potential to make you look bad. Once an email is released
into cyberspace, it is impossible to get it back, and it can
stay around FOREVER.

Case in point: Several years ago, | suffered a burst
appendix, nearly died and spent six days in the hospital.
When 1 came home, | was delighted to see a bunch of
orders in our online inbox. Then I was horrified to learn
that a $10. OFF promotion that 1 had issued shortly before
getting sick had allowed folks to place orders for items
valued less than $10. - so having no shipping charge, free
product and a negative balance on account!

Because 1 wasn't here to correct the problem with the
website, the orders had continued to flow in - mostly
because the offer was posted on an online coupon board.
People who weren't even interested in horses were ordering
stuff - just because it was free!

So, 1 had to email each person who ordered and inform
them that 1 was unable to honor the offer for $10. off
an order worth less than $10. Some folks immediately
resorted to sending nasty replies criticizing the company
and my integrity as the owner.

Finally, 1 wrote an email to all; a detailed letter that was
rather stern, stating my position, and somewhat scolding
all those out there who were expecting something for
nothing. That was in 2006. Today, if you do a Google search
for “hoofprints” and “Gina Keesling” the #4 result is that
very email letter, posted on the coupon website message
board for all the world to see.

Bear in mind, I was recovering from major surgery, was in
a great deal of pain, and was contemplating the possibility
that my life could have ended - in contrast to people making
this big hairy deal out of $10. worth of stuff. 1 really
could have blasted these folks with a piece of my mind
(profanity included). To this day, I thank God for having
the proverbial “hand over my mouth” so that my words
remained professional and addressed the matter at hand.



Start at the time that you
schedule the appointment.

Some farriers use awritten form that outlines
their TERM SAND CONDITIONS for work.
Farriers’ Greeting Cards sells a stock form for
this purpose, or you can have your own made up.
You may or may not want to include shoeing and
trimming prices, depending on your policies
regarding pricing. Including thisform along with
your invoice can serve as areminder to existing
clientswho may befailing to provide appropriate
working conditions or are not respectful of your
schedule, etc.

Terms & Conditions
NOTE PAD $3.99

STEVE JONES
BWEFA Certified Farrier

All horses
young, old, large or
difficult treated with

patience.

870-653-6120
903-826-2023

#BC31 Custom Business Card

FARRIERSTERMSAND
CONDITIONS

» We do not work outside when it israining. However, if you have a
suitable covered area (which will accomodate the back end of our truck)
we will work inside whilst it is raining.

» We do not work on Sunday.
» We prefer not to refit the work of aprevious farrier.
» We ask that your horse be well mannered/disciplined.

» We require a suitable, well lighted working area (no mud, sand, tall
grasses, uneven ground, etc.) concrete is preferred.

» We ask that your horse be tied (or held) and that the horse and feet are
clean and free of mud, excessive dirt, oils etc. at the scheduled time.

» We prefer to observe the horse in motion (walk & trot) prior to starting
work (to evaluate way of going, needed corrections, lamenesses, €tc.)

« If we are working at feeding time, please feed your horse before we
begin. (hungry horses do not stand well.) We don’t mind if they smell
us, but we draw the line at them trying to eat usl

« If working on a mare with foal, please have the foal restrained.
« If your horse is not behaving, we ask that you discipline your horse.

» We ask that you maintain aregular shoeing schedule. Waiting until your
horse loses shoes usually results in damaged feet, which reduces the
quality of our work.

 We accept cash or check as payment. We do charge a $20.00 fee on
returned checks.

» Depending on our scheduled work load, expect approximately 3-7 days
from the time your appointment is made to the scheduled work date.
(does not apply for appointments made at time of last shoeing.)

« |f your horse haslost a shoe, or the shoe is loose, please call right away.
We try to work alost shoeinto the schedule so that the shoe is replaced
as quickly as possible.

* Our business hours are . Please respect these
times when calling for appointments, questions, etc.

* Clinics and seminars are available to stables or organizations. Contact
usfor details.

“ Shoeing horses is not
something | do...it'sall | do”

RYAN FRIZZELL
HORSESHOEING

PO Box 61225
Reno, NV 89506

(775) 287-9284
Major Credit Cards Accepted

#BC28 Custom Business Card

Your BUSINESS CARD can include a brief
statement regarding your expectations
of your clients, and theirs of you.

In the example at left, Arkansas farrier Steve Jones makes it
clear that it is his policy to exercise patience with problematic
horses - an area of concern for many horse owners.

Some other examples are:

“Credit cards accepted”
“Payment is expected when services are performed.”

“Thank you in advance for having your horse(s) ready when
| arrive, and for scheduling regular appointments. This
helps me provide prompt, quality service.”

“I shoe horses, | don’t train them. If they' re not trained to
stand quietly, I will not shoe them.”

“Will not work on, with, or for jackasses.” (thiswasahumorous
guote sent in by a customer, who later decided against using it.)




After doing the work, when you write the invoice, INVOICE
you may want to jot down any observations that

you made during the shoeing process. @)

Examples are: = Date
Changesin hoof angle or style of shoe —

Damage or bruising to the hoof (even if no lameness) o Ste <

Bad behavior of the horse (may indicate soreness) = %cﬁ 5%
If anew appointment is made, note that on the invoice too. e 5555 8

Farriers Greeting Cards  invoice includes an extensive listing of shoe
modifications, kinds of shoes, pads etc. All the farrier hasto do is mark
the appropriate items and tabulate the cost.

Farriers Greeting Cards sellsavariety of brightly colored STICKERS.
These are pre-printed with appropriate wording regarding payment,
for use on invoices.

Also helpful are stickers used as appointment reminders. Many farriers
have found that these help decrease the instance of missed or forgotten
appOI n'[mentS Thank you for your business

Ne. ppointment
INV20 Two Part Carbonless P 030 i G Gt s 5705
Farrier Invoice $9.00

e Iwork
“e e for money
not for fun.
The bill is due
Whenthe workis done.

Self Adhesive Farrier Stickers package of 50 - $5.00

Sometimes a separate system for keeping track of shoe

styles and hoof angles is useful, especially if you are
working on corrective or therapeutic cases, or show horses
that require precision shoeing. Farriers' Greeting Cards
carriesHOOF CARE RECORD CARDS that facilitate
the recording of this data.

#HCC Hoof Care Record Cards $6.00/pack of 50

After many years of treating founder cases, farrier Esco
Buff designed his own FOUNDER DATA FORM for
recording the treatment and progress of founder cases.
These come in triplicate copies so that farrier, owner and
vet can all have a copy. These have proven to be very
helpful in monitoring these cases, and in the event of a
dispute, the farrier has professional records of the
treatments that he or she performed.

It isagood ideato keep a case history folder for each
serious or complex case that you are working on. It is so
much easier to keep notes filed all together, than to try
to rely on your memory.




A comprehensive organization system helps keep everything in order

Farrier Forms' specially designed leather
binder does the task perfectly. It contains a
whole hoard of items specially designed for
farriers. A great way to get started right. Once
you have the binder, then you can buy
replacement calendar refills each year.
The complete kit includes:

 Sturdy Leather Binder w/snap closure
» Weekly Planner

* Client List

» Weekly Expense Tracker

* Invoice Book

* From the Farrier Note Pad

« Late Notice Book & Appointment Cards
They thought of everything! You even get a
calculator with nice big buttons, and a Farrier
Forms pen!

Farrier Forms Complete Organizer $109.95

The Weekly Planner is replaced each year. You get additional Client List pages with The Weekly Expense Section is replaced
each refill, so you can add as your client each year. Great for keeping tax records!
base grows or changes.




Your home computer can be used to help you with
written communication. You can use email to remind
clients of upcoming appointments - set up atemplate
in your email program that includes most of what
you want to say, for example:

“Hello___ ;I amjust sending a note to remind
you that you have a shoeing appointment
scheduled for . Thanks in advance for
having your horses ready for me when | arrive.
Please let me know right away if you are unable
to keep this appointment. Sincerely,

Farrier Service”

If you (or someone in your family) are proficient
on the computer, many desktop publishing programs
can be used to design and print your own forms.
There are even some Farriers Computer Record
keeping software programs that are customized to
help with this task.

THANK YOQOU for your business

Next
Appointment:

a reminder sticker {
for your calendar

STBUS - Business Card Sticker Combo
$7.50 - package of 50

Finally, don’t forget to communicate with your family.
Many farriers are away from home alot, and need to
correspond with their family with notes. Farriers
Greeting cards has a humorous note pad that aready
has the common FARRIER PHONE MESSAGES
aready written on it. All you have to do is check the
appropriate box!

CALL US TODAY to get started on your
professionally designed business forms.

FARRIERS GREETING CARDS
www.hoofprints.com - 800-741-5054

Mirror, Mirror Postcard
package of 20 - $5.00

“From the Farrier” note pad
is included in the Farrier
Forms Organizer

Consider using preprinted
envelopes to ensure that
invoices are left in
confidentiality, AND that
clients have a means to
send payment!
Doorhanger Envelopes
$10.00 - package of 25

Appointment Reminder Postcards are
included in the Farrier Forms Organizer
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@ Farrier's Phone Messages p o
/ called
= [ before you got up
M [ while you were eating dinner
Message:

[ show tomorrow, horse is lame
[ shoe fell off two weeks ago, needs replaced right away!
[ finally caught yearlings, need trimmed - sale is this week.
[ vet said he needs xqpznry shoes

[ after you went to bed
[ other date/time
[J Other message:
//'/* Other notes:

Won't ever be home, but try to return call anyway at

Telephone #

s

)



