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Mila Comer, LVT, SHRM-CP

Mila’s career in the veterinary field began in 1998, 
as an assistant for a veterinary referral practice in 
NH, while working on her degree in Veterinary 
Technology. Afterwards, she relocated to Northern 
Virginia where she became a licensed veterinary 
technician and worked for a primary care 
veterinary practice in Fairfax for 6 years.  Mila 
marked her return to veterinary specialty medicine 
when she joined CVCA – Cardiac Care for Pets in 
2006.  Over time Mila became involved in 
management, leading to her current role in Human 
Resources and becoming a SHRM Certified 
Professional (SHRM-CP) in 2017.



Shannon Fairbanks, CVPM

Shannon graduated from Virginia Tech with  
Bachelor’s of Science degree in Wildlife 
Science.  Shortly after graduation she bega  
her career in veterinary medicine.  She join  
CVCA – Cardiac Care for Pets in 2006 as a 
veterinary assistant and made her way thro  
the ranks by being promoted to Team Lead  
followed by Operations Manager and finally 
Practice Manager.  Shannon completed Th  
Veterinary Practice Management Program 
through Purdue University in 2017 and 
received her CVPM the same year.  She is  
well versed in the operational side of 
managing a practice. 



Case Study 1 (Part A) : Time Management

Office X is extremely busy, with very few downtime 
hours available, as this is a high caseload office where 
time is dedicated to patients and client service.  This 
leaves limited opportunities for team building and 
meetings.  We are starting to see miscommunication, 
increased error rates, and staff frustration. 



Case Study 1 (Part B): Time management
There is a need for a change in protocol on how to 
manage incoming appointments.  Protocol outline is 
sent out to all staff to review and implemented.  After 
a few weeks, it is noted that not all team members are 
following the new protocol.  Operationally, there’s a 
need for adherence to protocol.  Next step?  Time 
needed vs. time available



Case Study 2: Inconsistent Enforce  
of Policy

Ben has been frequently late to work.  His supervisor is 
ready to take disciplinary action as she has become 
frustrated with his unavailability, and is also upset with 
some long standing performance issues that have gone 
unaddressed.  The supervisor reaches out to her manager 
to discuss proceeding with a write up.  After auditing the 
timeclock against assigned schedules, the manager has 
discovered a widespread tardiness issue.



Case Study 3: PIP
Chloe splits her time working in surgery and in 
treatment; each department having its own 
supervisor.  She recently has been having performance 
issues that requires consistent coaching and 
oversight.  There are two competing needs at play: 1) 
the schedule demands for Chloe to work in both 
departments 2) consistency in the execution of the 
PIP to help ensure a successful outcome.
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