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Communications 
Explained

How DocuPet’s Software determines who, what, when and where to send licensing related communications to pet owners.
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Communications
Overview

An overview of the robust and complex standard communications DocuPet has developed.



DocuPet Communications
DocuPet’s solution offers a suite of automated reminder 
notifications delivered by email, mail, and automated phone calls 
that are proven to effectively increase engagement and renewal 
rates. 

The primary goal of our automated communications is two-fold:
1. To drive renewals.
2. To drive users to license online.

DocuPet has observed a clear correlation between online 
engagement and higher compliance rates, which is why we 
encourage partners to direct pet owners to the online platform 
whenever possible.

Once a pet owner completes the necessary steps to maintain a 
valid license, communications stop and no further messages are 
scheduled until the next required action is needed from the pet 
owner.



How Our Communication System  Works
The Licensing Communication System allows us to send licensing related messages via mail, email and 
automated phone calls to Pet Owners and Residences in the DocuPet database.

It utilizes settings, commands and software to send the correct message to the correct address 
(physical/mailing, email, phone number) at the correct time. It is a very complex system!

● Templates - the “What”
○ House the content (images, copy, tables, forms) for any sending, be that an email, multi-page 

letter (with instructions), etc.
○ Typically contain conditional logic that allows for content to be varied based on the nature 

of Pet Owner or Pet record. Examples of conditional logic include:
■ Organization/Jurisdiction (Name, Logo, Licensable vs. Optional Pets, Policies/Rules)
■ Record Data (Names, Dates, Account Statuses)

● Reminder Info - the “Who and When”
○ Determine who gets what template when.

● Scheduler
○ Schedules the applicable communications into the queue to be ready for deployment.

● Sender
○ Checks to see if the pet owner who is scheduled still needs the reminder and dispatches it.



Every 30 minutes, a “Scheduler” command runs through the Reminder Infos, one by one, looking for any Pet 
Owner/Pet records that meet the qualifications for each. Reminders are typically scheduled beginning 15 days 
prior to the desired sending date.

Every 10 minutes for emails, and every day for letters, a “Sending” command runs to deploy the 
communication. This command includes a validation script.

The sending command finds all scheduled reminders that can be sent and cross-checks each against validation 
rules to ensure they still meet the requirements of the relevant Reminder Info. This is why the validation step is 
critical—it catches pets that were licensed after the reminder was scheduled, preventing duplicate reminders. 
Pets that have been removed from the system recently, or pet owners who have opted out of certain reminder 
types, are also excluded from sending.

Emails and phone calls are sent directly to pet owners, while letters are uploaded to a folder and a linked email 
is sent to our fulfillment center for printing and mailing.

The Sending Commands



We have monitoring tools that help us know if the commands are 
working properly. We also spot check outbound emails and letters 
frequently.

Queue Dashboards help us see what Reminders have been scheduled, 
sent, disqualified, or failed by type and by date.

Further, we have a manual auditing process in place that we use to 
check that settings, sendings and content are accurate.

Monitoring



Renewal Communications Flow
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Standard Renewal Communications Flighting with Email on File: 

Standard Renewal Communications Flighting With NO Email on File: 

Please note automated calls are at DocuPet’s discretion and may be 
unscheduled during elevated Customer Care support wait times.



Our standard pre and post expiration letters are part of our regular communications flow for all pet 
owners with or without an email address on file. These letters contain content reminding the pet owner 
that either their pet’s license is up for renewal or has since expired and needs to be renewed. 

Each letter is accompanied with renewal instructions based on the pet owners profile. The pet owners 
who have previously logged into their DocuPet account are considered online users, while those who 
have never accessed their online account are considered offline users.

Any blocks highlighted in red (next page) are customizable based on the organization/jurisdiction. 
However, any customized blocks will no longer support dynamic content or logic (such as pet names or 
automated data fields) that DocuPet has built into the default templates. 

Standard Letter Templates



Certain sections of our letter templates noted in red are 
customizable, allowing your organization the flexibility to 
adjust when required. 

Customizations can be added to all letter templates.

Important Considerations:

● Word Count Limitations: Space for customization is 
limited, so please be mindful of word count to prevent 
the letter from being cut off and more than 1 pet on a 
profile.

Need Guidance? Reach out to your Partner Success Manager 
if you want to customize content.

Custom Letter Content



Renewal Letter Example Online User



Renewal Letter Example Offline User



Warning Letter Example Online User



Warning Letter Example Offline User



DocuPet’s pre-renewal and post-expiration (warning) 
emails are part of our regular communications flow for all 
pet owners who have a valid email on file.

These emails contain content reminding the pet owner 
that their pet’s license is either up for renewal or has 
expired and needs to be renewed. Each email includes an 
introductory paragraph followed by a personalized 
renewal/licensing fee table. The fee table automatically 
pulls current pricing and the pet owner’s specific pets, so 
no manual updates are needed.

Standard Email Templates



Pre-Exp 45 Day Intro Pre-Exp 30 Day Intro Pre-Exp 7 Day Intro Pre-Exp 1 Day Intro 

Renewal Email Template Examples



Post-Exp 7 Day Post-Exp 15 Day Post-Exp 30 Day Post-Exp 45 Day

Warning Email Template Examples



● If you still have questions about communications and 
how they work with DocuPet, check out our DocuPet 
Communications Certified course for additional context.

● In the course, you’ll learn how to understand how the 
communications system works, how to speak about the 
communications sent to pet owners in your community, 
and more!

Communications  Certified

Enroll Now

Enroll Now
To enroll and become DocuPet Communications Certified, click 
the “Enroll Now” box on the right or use the course link here.
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https://docupet.thinkific.com/products/courses/docupet-communications-certified
https://docupet.thinkific.com/products/courses/docupet-communications-certified
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Any 
Questions?
Contact the DocuPet Team to 
find out more. 
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