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Revenue Growth
Companion animal practice revenue for the 644 VHMA practices included in  
this month’s study have actually increased significantly this month for the first  
time since the pandemic started. However, June of 2020 has one more workday 
than June of 2019 which accounts for some of the increase. The median growth  
in revenue (18.3%) is a little higher than the average (14.6%) and revenue changes 
ranged from -88.4% to 301.4%. (“Workdays” are defined as Mon-Sat less standard 
holidays. In June, there were no holidays.) Canine revenue increased by 14.3%  
and feline revenue increased by 15.9%.  2020 started out strongly with Jan-Feb 
growth of 7.6% but March-May declines brought year-to-date growth to 1.4%.  

Patient Visits
Total unique patient visits for the same period, June, 2020 compared to June, 
2019 also increased although by a much smaller percentage compared to 
revenue. Total visits increased, on average, by 2.3% with canine visits up by 
2.3% and feline visits up by 2.1%. The median change was 5.0% and the 
range was -91.0% to 218.4%. As noted above, June of 2020 had one more 
workday compared to June of 2019. Jan-Feb visit growth for 2020 started out 
well at 2.3% compared to a decline in 2019; however, the March-May decline 
has dropped year-to-date growth to -5.5%. (Note that the term “visits” is  
defined as unique purchases of either products or services for an individual pet.)

 
New Client Growth
For the second month in a row, new client numbers in June, 2020 
compared to June, 2019 actually increased by 14%. We have not seen 
increases in new client numbers in several years; this is a significant 
change! In spite of May and June’s growth year-to-date new client 
figures for 2020 have declined by 3.2%. The decline in new client 
numbers has been a discouraging trend (even pre-pandemic) as 
these numbers have declined almost every month of the last four 
years; it will be interesting to see if this turnaround holds.    

Remember that the above figures represent averages across all the practices in the study; in order to understand what is going on  
in YOUR practice, you need to look not only at what your revenue growth was during these months (and going forward) but also  
at the drivers of growth in YOUR practice such as changes in invoices, visits, ATC, fee increases, new clients and client retention.   
This will give you the information to make intelligent decisions about where to focus your time and efforts to increase growth.

The Insider’s Insight Benchmark Report is published by the Veterinary Hospital Managers Association (VHMA) on a monthly basis. The report  
tracks several key economic indicators to determine how participating VHMA member practices are performing, as well as results from VHMA surveys 
on issues impacting the profession. There are 644 VHMA member practices who contributed to this month's key economic indicator data. Data is 
representative of companion animal practices only.
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How are Practices Coping with the New COVID-19 Reality? (Part III)
by Karen E. Felsted, CPA, MS, DVM, CVPM, CVA PantheraT Veterinary Management Consulting

continued on pg. 3
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April, 2020’s survey explored the initial impact of COVID-19  
on veterinary practices as well as the changes practices were 
making to cope with the pandemic. In May’s survey, some  
of the same questions were asked in order to measure the  
difference a month had made and also delved into some  
new topics. This month’s survey explores some of the  
changes practices are seeing now, two months after the last  
survey and about four months after the first impact of the  
pandemic was seen in veterinary practices.

Overall, the vast majority of practices responding report  
that both case load and revenue are higher than normal  
for this time of year.

Almost from the beginning of the pandemic, some practices  
have reported very high growth in revenue and caseload 
although the average practice “growth” in the first few months 
was negative. While some practices are still struggling with  
revenue growth, most are now seeing higher than normal 
figures.

Practice operations, however, remain changed in most  
practices; the next question asked: “In the month of July,  
is your practice starting to resume normal, pre-pandemic 
operations or will you stay in COVID-19 operational mode?”

Almost 80% of the responding practices report  
they are staying in COVID-19 operational mode; this 
typically includes curbside service, split teams, mask 
wearing and enhanced cleaning protocols. This is 
most likely due to the significant increase in COVID-19 
cases in many areas. About 4% of the practices never 
changed their mode of operation and about 10% are 
resuming normal operations.  

Most of the “other” answers describe the type of changes 
practices are making to return to normal operations 
including:

n	 Allowing a limited number of clients into the  
 practice with masks and social distancing required

n	 Elective services resumed

n	 Contemplating sanitation station usage and  
 temperature/pulse ox checking of clients before  
 being allowed in the building

One practice noted they had hoped to start allowing 
clients in the building but did not do so after four team 
members contracted the virus.
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One area in which practices didn’t change as much  
was in their hours of operation; the next survey  
question asked: “How will your hours of operation 
change (or not) during the month of July?”

Most practices (about 53%) never changed their hours 
of operation and another 25% did change their hours 
but have returned to pre-COVID-19 hours.

The National Bureau of Economic Research announced 
in early June 2020 that the U.S. economy peaked in 
February 2020 and is now officially in a recession. We’ve 
been long overdue for this; typically recessions occur 
every 5.5 years and the last one ended in 2009. When 
a recession occurs, pet owners often reduce spending 
and this, of course, has an impact on whether or not 
practices increase fees. The next two questions address 
this topic with the first being: “Since the pandemic  
started in March, have you overall increased profes-
sional service fees, kept professional service fees the 
same or decreased professional service fees?”

The vast majority of respondents have kept professional  
service fees the same with a small percent of practices  
increasing fees. What has been clients’ response to this?  
The next question asked was: “How is the cost of veterinary 
care currently impacting your client's decisions to accept  
your care recommendations?”

About 60% of practices say their clients don’t seem any  
more or less concerned about fees than they were before the 
pandemic. This may be due to additional federal unemploy-
ment payments, the support of jobs via PPP loans, clients are  
in areas and industries less impacted by the pandemic or  
clients have more money for veterinary care because  
they aren’t spending it on restaurant meals, massages,  
mani/pedi’s and other non-essential items. It is important 
to note, however, that almost 30% of the respondents 
said that clients are more concerned about cost but 
still accepting the recommended treatment. Certainly 
not a surprise that there is increased concern about 
cost given the huge increase in unemployment. Even 
practices that are doing really well now may be hard 
hit if the recession is long and painful. It may get worse 
before it gets better.

If this happens in your practice, be prepared to talk  
to clients about alternatives to the gold standard of 
treatment; obviously these alternatives have to be 
medically appropriate. Keep your prices, particularly 
those that are easily price-shopped competitive and 
actively communicate the payment options you offer.  

The pandemic continues to be difficult and stressful 
for employees, whether that means losing a job or still 
being employed but running the risk of catching the 
virus, juggling a job vs. staying at home to take care of 
children or adapting to new ways of doing things in a 
busy environment.
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Fortunately most veterinary practice employees are still employed and will still be employed when the pandemic 
is over according to the respondents of this survey.  
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While many practices have adapted to the new-but-ever-changing-normal, that doesn’t mean it was easy  
or that it is easy now.  The last question asked: “What pain points are you currently struggling with most  
(identify your top three, and only three)?”

We know we are in a recession right now; what we 
don’t know is if the economy is going to get worse 
before it gets better and more veterinary practices 
will be negatively impacted? This is hard for many 
hospitals to envision right now because they are so 
busy and case numbers and revenue are higher than 
normal. For these practices, a little downtime could 
be a welcome thing. For others, this prospect may 
look scarier.

There are no clear signs about when the pandemic 
will subside or the economy recover and some things 
that have been likely supporting the veterinary  
profession may not last much longer:

n	 Businesses have spent their PPP money— 
 will there be more layoffs/furloughs not just in  
 veterinary hospitals but in the companies that  
 our clients work for?

n	 How will pet owner spending be impacted  
 when unemployment benefits are reduced or  
 run out?

n	 Will pet care demand drop when all the pets  
 coming in because their owners finally noticed  

 a problem get treated and that demand goes   
 away? What about when all the recently adopted   
 puppies and kittens get through their puppy/ 
 kitten series and are good to go for a year?

n	 As communities reopen and pet owners go back  
 to their old spending ways, will there be less money  
 available to spend on vet care vs. dinners out and  
 travel?

We don’t know the length and magnitude of the 
current challenges but need to be prepared for what 
happens if the economy deteriorates further.

To protect your business, focus on the following:

n	 Establish an emergency/rainy day fund; if the  
 practice already has one, review it to see if it  
 needs to be increased. Generally, establishing an  
 emergency fund is something you’d set up before  
 a recession hits but it’s never too late even if you  
 can only put small amounts into it.  

n	 When businesses are starting to prepare for a  
 recession they expect is coming in the next year  
 or so, they will often pay down debt. However,  

Dealing with a Recession
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It isn’t a surprise that staff mental fatigue was the most highly selected answer.  The second most highly  
selected reason (client irritability) is, of course, one of the drivers of the first issue as are the next 3 (staff 
physical fatigue, shortage of staff and increased client visits.)  The “other” answers either elaborated on the 
choices available or mentioned the inefficiency of COVID-19 procedures as another pain point.
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 this recession hit so fast that many businesses  
 weren’t in a position to prepare. If you have  
 some extra cash and the choice is between  
 paying down an additional amount on your  
 loans or putting it into an emergency fund, go  
 with the second option until you are VERY  
 comfortable with the size of your emergency   
 fund.  

n	 If you don’t have a line of credit, see if you can  
 get one. If you can collateralize the LOC with  
 long-term assets you won’t need to liquidate  
 soon, you may have a better shot at getting it.  

n	 Tighten up your spending—look at all cash  
 outflows and see what you can reduce without  
 harming the practice.   

n	 Create or update a budget. This budget should  
 focus on cash flow; not net income or profitability.

n	 Offer payment alternatives and educate clients  
 about them early on.

n	 Crack down on missed charges and random  
 discounts. If you are going to add or keep a  
 discount program in place, make sure it does  
 what it needs to do—bring in more revenue,  
 clients and profits than you would have had  
 without the discount.


