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PURPOSE  

East Arnhem Veterinary Services (EAVS) operates according to the following 
Standard Operating Procedures (SOP). The SOP has been developed to 
protect the interests of our staff, clients and patients and ensure we operate 
as safely and as efficiently as possible. There are times when different 
priorities can be difficult for our clients to understand and this SOP is 
designed to guarantee we provide the best possible service we are able to for 
our community while also providing information regarding our operational 
considerations. While we endeavor to ensure this living document is updated 
regularly, it is subject to change without notice and is no guarantee of current 
services. 

GENERAL  

EAVS is open Monday to Friday 8.30am to 4.00pm for general purchases, 
enquiries and appointment scheduling. Veterinary consultation appointments 
usually are available between 9.00am and 2.00pm, though some weeks we 
may have appointments available later in the afternoon. Thursdays are nurse 
only treatment days.  

House calls may be provided but these will incur a surcharge.  

Unless deemed an emergency, drop in patients can rarely be seen 
immediately so will be triaged and then scheduled for veterinary attention. If 
we reschedule a routine appointment at short notice this is usually because 
we need to respond to urgent cases.  While we understand the inconvenience 
this may cause, we are sure that you understand the need for this and would 
expect the same treatment for your animal in an emergency situation. 

Typically our routine appointment wait time is 3 to 5 days currently though will 
be longer if you require a specific day or time.   
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COMMUNICATIONS 

Our contact phone number is 0456 312 290.  There are times during opening 
hours when we are unable to answer the phone if we are attending to a 
patient.  Please leave a message and we will return your call as soon as 
possible.  Missed calls without messages being left are not returned. 

Alternatively, emails to eavetservices@gmail.com are checked continually 
during our opening hours and responded to as quickly as possible. 

ADMISSIONS  

Admission times for scheduled routine and elective procedures are between 
8.30am and 9.00am each morning. Clients will be required to attend the 
admission to ensure clarity of procedure, consent and estimated costs. If you 
elect for an agent to drop your animal off, they are presumed to have full 
authority in regards to your animal’s care. Admissions are routinely performed 
by assistant staff and if you require further information or have any concerns 
regarding a scheduled procedure please request a call from a Veterinarian. 
Please ensure that you leave current contact details for the day. We ask that 
dogs be on lead or in a carry cage and cats be in a carry cage for 
transportation into and from the clinic. We will supply all hospital bedding for 
your pet.  

Once a procedure is complete, a staff member will contact you as soon as 
possible with all relevant information. 

DISCHARGE  

Discharge times for surgeries and procedures are usually between 3.00pm 
and 3.30pm but will be specifically arranged on the day. Aftercare instructions 
and medication will be explained for each patient by the discharging staff 
member. Please ensure you have made arrangements for your animal to be 
collected by our closing time of 4.00pm. Uncollected animals will be 
hospitalised overnight at our standard rates. 

AFTER HOURS  

Due to our very small size we are unable to provide a 24hour/365day after 
hours emergency service. However we do endeavour to respond to LIFE 
THREATENING emergencies as is possible.  There will be times when this 
will not be possible and unfortunately this is part of living remotely. 

We have trialled having a direct after hours phone number.  However due to 
the high volume of calls for non-emergency issues (eg calling to book routine 
appointments or to discuss worming requirements at 10pm on a Friday night) 
we have had to disconnect this service. Additionally we do not monitor phone 
messages or email after hours. Social Media is not monitored at all. 

mailto:eavetservices@gmail.com
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Currently the only way to access our services after hours is through 
contacting the online veterinary service VET CHAT (www.vetchat.com.au). 
We have had some wonderful feedback regarding this service and it acts as a 
screening process for true emergencies.  Vet Chat will contact an EAVS staff 
member directly if hands on local assistance is indicated based on their 
assessment.  If a staff member is available to respond they will contact you 
directly to organise a time to meet you at the clinic. If we are unable to 
respond Vet Chat will coordinate care at home as possible. We do not 
perform house calls after hours. 

SCOPE OF SERVICES 

EAVS is a general practice veterinary service. We aim to practice the highest 
level of veterinary care that we can but cannot provide the same level of care 
that can be found in major centres. Whenever needed we seek specialist 
opinions to guide ongoing care of complex cases but this is not a substitute 
for care at a referral hospital. Our veterinarians will always discuss specific 
limitations on the care we are able to provide that may apply to your animal 
and will always discuss referral options when appropriate. For many people 
referral out with their animals is logistically or financially not possible.  In this 
circumstance we will provide you with as many options as we have available 
here. 

PAYMENT  

Payment for all services is required prior to discharge unless previously 
arranged. In some cases deposits for larger procedures may be requested. 
Zip Pay is also available for our services if immediate payment is not possible.  
We do not offer credit. 

PET INSURANCE  

EAVS strongly recommends pet insurance. There are many policies to 
choose from and we are not affiliated with any company. Each policy is 
different with both coverage and returns but all require payment to be made to 
the vet first and reimburse once proof of payment is received. Pre-approval 
may be possible for larger procedures. 

FLEAS AND TICKS 

Any patient admitted to hospital found to be infested with fleas or ticks will be 
treated at the owners cost.  

STRAY ANIMALS  

Injured stray animals presented to EAVS will be assessed for injury, scanned 
for microchip and then reported to the appropriate Nhulunbuy Corporation 
staff. First aid will be given for any injuries until an owner can be contacted 
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then treatment will be as per owner consent. Uninjured stray animals are 
cared for by NCL and will not be accepted by EAVS. 

WILDLIFE  

Wildlife presented to EAVS will be assessed for injury and given treatment. 
Where appropriate, wildlife will be distributed to trained carers for 
rehabilitation, either locally or to Darwin. There are no costs for bringing 
wildlife to EAVS and we strongly encourage all wildlife to be presented to us.  

COMMUNITY COMMITMENTS  

EAVS strives to be involved in community education and preventative health 
care for pets. This includes providing cost price services for Nhulunbuy PAWS 
and involvement in homelands programs.  

PRESCRIPTION MEDICATIONS  

Frequently patients need ongoing prescription medications for their wellbeing. 
The supply of such medications is strictly controlled and there are a number of 
legal requirements that we must meet. All patients must have a consultation 
with their veterinarian at least every six months as specified by the prescribing 
veterinarian. Only veterinarians are able to dispense prescription medications 
and as such we request that clients call to order the medications in advance. 
If in stock, one-day notice is usually sufficient. If out of stock it may be a week 
or more in some cases before the medication arrives due to our remote 
location.  

DOCUMENTED STANDARDS  

As well as this SOP, EAVS also functions under strict protocols and standards 
of care. This ensures the cleanliness of the hospital, safety of staff, patients 
and clients, excellent patient care and outstanding customer service as well 
as clarity within all aspects of the hospital. All such documents are regularly 
updated with the latest techniques and technologies as required.  

INAPPROPRIATE BEHAVIOUR  

To ensure all clients and patients receive excellent care whilst in our hospital, 
we expect that all staff will be treated with respect by clients: uncouth 
language, yelling, name calling, bullying and “guilt trips” are not acceptable 
and clients behaving as such will be asked to leave the premises and may be 
denied veterinary care in the future. Staff and clients have the right to attend a 
safe environment and we will ensure that we provide this.  

  



  Client Policy 
 
 

Oct 2019 Endorsed VH 

 

GOVERNING BODIES  

Our service operates under the advisement of the Veterinary Surgeons Board 
of the Northern Territory, the Australian Veterinary Association and the 
Department of Health as well as following all relevant awards.  

If you have any concerns regarding our care of your pet or our interactions 
with you please discuss this with us directly as soon as possible.  If you are 
unhappy with this process, our governing body is the Veterinary Surgeons 
Board of the NT and their contact details are available at:  

https://dpir.nt.gov.au/primary-industry/committees-and-boards/veterinary-
board-of-the-NT 


